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The unconscious is the most central discovery and contribution of Freud’s work 
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Le Bon held the view that a group has a ‘collective mind’ and that this dominates 
/# /#$)&$)")$ )/$/4*!$/.$)$1$0'( ( -.=/#/.- .0'/*!/#$.<
( ( -.0"#/$)/# )*)4($/4*!/# *'' /$1 ($)2$''+-/$$+/ $)/.
/# 42*0') 1 -*0)/ )) .$)$1$0'.?*0"''$ )/$!$ *-")$./$*)
)*((*)+0-+*. .- ,0$- !*-"/# -$)"*!+ *+' /* *( "-*0+?
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Klein’s early work focused *)/# 24*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They become incorporated into the individual’s psychic reality in such a way as 
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‘boss’ and .0#!  '$)".!$)$)" 3+- ..$*)in the individual’s behaviour and 
interactions with the ‘boss’.
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understanding how people manage the feelings life’s experiences provoke in 
/# ()/# $-$)/ -)'- /$*)./*/# $-*2)!  '$)".?
/ 3+'$).#*2/# 
*% /.*!/# $)) -2*-'" /-*& )*2)$)/*!-"( )/.*-+-/.)0. /*
--4/# . $)/ ). !  '$)".)#*2/#  "*’.- '/$*)/*/# . !-"( )/.*-+-/
*% /.!'*2*1 -$)/*/# $-)'*"0 .$)/#  3/ -)'2*-'—*)/*/# /0'
+ *+' )/#$)"./# +-/*% /.$)/ -)''4- +- . )/?''*!/#$.*0-.
0)*).$*0.'4?
# ,0$)/ .. )/$'' $)$)*% /$./# - ./)$/.+-/@objects, the ‘good’ 
breast and the ‘bad’ breast. It is fundamental because the mother’s breast is 
+ -#+./# !$-./*% / 3+ -$ ) 4/# 4?
/$.*) *!/# !$-./ 3+ -$ ) .
*!)*/# - )/$/4)" )4*0/.$ *) . '!= 1 )/#*0"#$)/# .  -'4
exchanges with the breast this separateness cannot, at this stage of the baby’s 
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When hungry, the baby’s instinctual impulse is to suck, to feed?/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It doesn’t experience the breast as part of an ‘other’ —/# (*/# -?# )$/.
hunger impulse is satisfied in a timely manner, it sees the breast as a ‘good’ 
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Processes that provoke or enable reflection about group members’ associations 
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8060: Bion’s Contribution
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In Bion’s theory of thinking, thoughts have to be built up, constructed or linked?
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come to know something; life is a process of ‘coming to know’ for individuals and 
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Bion’s theories have been applied in the areas of family therapy, unstructured 
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field observations in a large manufacturing business he formed the view that “… 
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Menzies’ 1959 foundational case study into nursing in a teaching hospital led to a 
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What is critical here was Bion’s conception that the behaviours and statements 
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As discussed earlier, Bion’s attention returned to the treatment of the individual, 
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The interview methods employed in Mayo’s interviews with ind0./-$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“Some managers in the business are always disappointed because their 
program didn’t get a guernsey … they will have to wait for a later release 
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managers get quite combative …” D
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“my team can work on something for a couple of years only to see it fall 
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Most of the information systems in CBAA’s portfolio were 10 years old or more?
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managers and teams did not let us down. …  They’re still there … it’s difficult 
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“it is a start, but more needs to be done5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“being 40% outsourced is like being half pregnant, it doesn’t make sense … 
you can’t be half pregnant”D
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“we don’t get to use CASE technology here much, in a few systems … but 
most stuff‘s in documents in a document management tool”D
@OP</ (
'  -<-#$/ /0- E
“project management tools are used … not universally and not consistently 
)&**')&!+*D.4./ (.E”D
@RT<- ' . ()" -< ' . )" ( )/E
“it’s a pretty traditional 3G environment5Repositories and power tools don’t 
offer much value here … cause a lot more confusion and overheads”D
@OW<
<*)./-0/$*)E
“.,**&$,+&$++*+ %+&&#*&)+$&%ster systems”D
@QP<
()" -< ./$)"E

:090<  *!).'",$' (
2.2 ''1) $)/# +-* ..*! (*)./-/$)"
WNNOD
C@OUT<
PNOS<
C@OUT<PNNS<
C@OUTCP<PNNVE- $//$*)?
WNNO$.
,0'$/4.4./ (>$/$(./* ).0- /#/2*-&/.&.+- .-$ $)/# 2*-&
( /#**'*"4#1   )!*''*2 <)/#//#$.) /-& )/- /*
 (*)./-/ '' '$1 -' .)& 4/.&.2 - ./$.!/*-$'4*(+' / ?
0-$)"/#$.!$-././" *!/# - . -#< ") 3+'*-$)"/#  ) !$/.$/*0'
" /!-*(0.$)"/# +$'$/4/0-$/4* 'DE/*"0$ /# *-")$./$*)*!
.*!/2-  1 '*+( )/?
“.&' +. ##*&.,*.0*+& $')&-%&$$&))*'&%* -+&
our business. … that it will demonstrate to the business that we understand 
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“the problem with CBAA are the silos …”D
@RS<+-*% /()" -<
*)./-0/$*)E
“.-+&&*&$+ %&,++$555+0,*so many problems”D
@P<
. )$*-()" -DE<-*0/$*)E
“It’s not how we used to work … everything was integrated and smaller“D
@
R<<-*"-()" ( )/E
“CBAA is much more manageable now with fewer voices at the table … we 
can think about where we’re & %3%&+!,*+)++&%#**')&#$* %+
past”D
@R<<-*"-()" ( )/E
“I’m still working out how I work in this new arrangement of teams” D
@OQ<
-#$/ /<-#$/ /0- E
“the old silos were bad, these are no different”D
@OV<+')) -<-*"-(
)" ( )/E
#+/ -S  /-0/0- .)/# ( . 
" OTV
“the old organisation around systems was chaos … things got done because 
0&,"%.'&'#%+0"%.0&,3&),*$%$%+" ",'
storm”D
@OU<<9E
“what we’re doing makes sense, good professional practice … not antiquated 
and outdated. … this should work but there are a lot of old habits”D
@QR<
()" -<-#$/ /0- E
“I liked the old way of working, you got to work across all parts of 
development … we all pitched in”D
@RV</ #)$' .$") -<*)./-0/$*)E
“there is too m,+&&+&&6ordinate each system’s progress … too much 
)'&)+ %5We used to do a lot face to face … a bit risky but it usually 
.&)"”D
@SN<<*)./-0/$*)E
“I’m not sure I really remember how bad it used to be, but now it is very 
inflexible … lot*&)'&)+*3#&+*&$+ %5)&)$$)*)$%++&
able to be redeployed to other systems … it just doesn’t happen, it really 
can’t happen” D
@QV?()" -< ./$)"E
-/$$+)/. .-$ .$'*.$)$)/ -(.*!
 1 '*+( )/!0)/$*).?# 4
2 - .  ).+-*' (/*(*./2*-&@/.&.?# ) 2.$'*.2 - +*$)/.*!
-$"$$/4?At their worst they were ‘turf’ that people clung to or used to control 
*/# -.?
 2 -./!!#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2- ) ..*!/# *'.$'*.=OQN2*-&@"-*0+.+-*1$$)"
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4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./-0/0- ’s purpose/*./- ('$) .*!/2-  '$1 -4)- (*1 ($.'$")( )/$)
 '$1 -4< '$ 1 0. 4/# *'.$'*.?
Staff with longer experience in TPT’s IS areas were aware of both the old ‘system 
based’RQsilos and the new silos based on ‘IS function’RR?# 4.  ( /**)'4
/#$)&*0//# $-+-*' (. 3+ -$ ) 2$/#/# ) 2.$'*.?# 4++ - /*
(& )*'$)&./*/# +./+-*' (.*!/# *'.$'*.=#$./*-42.'*./< 1 )!*-
+ *+' &  )'4$)1*'1 $)$/?
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RR1 -/$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/$*)<.  ++ )$3T
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)/# ( . 
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!0)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“+))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+)0 %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$0.&)"%&.3##*" %+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same questions”  D
@Q<<*)./-0/$*)E
“they all want the same report, but all in different formats … it’s ridiculous”  
D
@RW<<*)./-0/$*)E
“I don’t know who to listen to anymore, my project manager says do this, 
+)#*$%)*0**&$+ %#* *+') &) +03%+&$ %
manager wants to make sure we don’t damage call rating for other 
products” D
@RV< .$") -<*)./-0/$*)E
“too many new roles, too many people wanting too much from us … they 
don’t seem to know yet why they want it all”  D
@RS<<*)./-0/$*)E
“it’s getting very messy, we have a lot to sort out still, hopefully it will start 
working better sooner”  D
@PS<< ./$)"E
“people are having a time getting used to us and what we need from them” 
D
@QU<< ' . )" ( )/E
“I’m not sure I can keep managi%>@=)'&)+*."5) **&$,
-&#,$& %&)$+ &%++
have to control the flow of … to&$%0
decisions too” D
@RT<< ' . )" ( )/E
“t) *%&&+).0+&& +5)#**+&$%3 + *+$&*+
 $'&)+%++ %.oordinate here”D
@QW<< ' . )" ( )/E
“I’m not actually sure who does what anymore in bringing +*&+.)
together … and what’s worse, I don’t think %0&%#*&*either”  D
@QV<
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/2./*+-*1$ '$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# ( . 
" OUO
“we introduced the role to be a cent)#'& %+&&%++&)+&%*+),+ &%
group … to stop everyone else distracting the design and programming 
teams” D
@OT<<*)./-0/$*)E
“the role works like a mini BUIG for the coding for each release”D
@ON<
()" -<*)./-0/$*)E
 *+'  .-$ /# 0+'$/$*)*!/$1$/4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)" -.
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/$*).  ( /*($--*-=$/2.1 -4$) !!$$ )/?
“it is so much harder to get things done now, we can’t easily speak to 
&##,*.%.&)" %.##. +3 +%+"0*+&+
response through a CRO … and when they get sick and don’t come in, work 
stops there until they’re back5It is terribly inefficient” D
@OQ<-#$/ /<9E
“we are trying not to get too angry about this, but it is all going to shit”D
@
OV<+')) -<-*"-()" ( )/E
“they’re not very experienced people in the role, so they are making wrong 
!,$%+*&,+') &) + *%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/') %-#&')*##+
time”D
@QW<- ' . (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" -< ' 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)" ( )/E
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“we have issues we are unable to resolve but we’lltry until the deadline … if 
we involve them they will just be critical of us … They are too busy to attend 
the review let alone start this work on time” D
@OP<<9E
“.&,#++ %+&"%&.+* %%&.. #+0 % * +%.
 % *&,),))%+work … it doesn’t happen … the design is%&+,0+&)
delivery, even if it would help us” D
@RV< .$") -<*)./-0/$*)E
“they are late and we are being delayed … do you think they care if it makes 
&,).&)" $'&** #6no” D
@PN<-#$/ /<9E
“there is not a lot of trust, and with good reason5* %)*-%
-)0)** -+&.)*+%#0*+*&%$%0&* &%*3*' ++
,* %**%&+')&-  %,*the necessary information about a change”D
@QR<
()" -<9E
“I know they have probl$*. ++,* %**3,++0&#-)0+ % %
their fortress until it is all worked out … problem is they might never work it 
out and we still have construction deadlines”D
@RS<<*)./-0/$*)E
# *0)-$ . /2  )"-*0+.*!/ ).  ( *+ )0/$)+-/$ 2 - )*/?
 *+' - +*-/ /#/+-* 0- .)+-* .. .+- .-$ )*+ )) ..*!
$)!*-(/$*)!'*2)+-/$$+/$*)-*../# *0)-$ . /2  )"-*0+.?)4
'.*- +*-/ /#//# - 2.$)+-/$ 1 -4' - (-/$*)$)/# 
2*-&!'*2. /2  )/# & 4
!0)/$*)'"-*0+.?1 -.-$'- '/$*).2 - 
 .-$  /2  )!0)/$*)'"-*0+.//$( .?
)+-/$ <*0)-$ .2 - 
'*. 0)/$'/# 2*-&@/.&)$/.*0/*( .2 - !$)$.# ?#$.) /#*0"#/*!
as a ‘hard boundary’-/# -/#)/-).+- )/<+ -( ' *0)-4?
# *0)-$ . /2  )& 4
!0)/$*)'- .2 - 0.0''41 -4/$"#/'4
*)/-*'' ? *+' 2 - *) -) *0//# + - +/$*)*!/# $- '$1 -' ?
# 4// (+/ /**)/-*' ../*/#  '$1 -' 0)/$'$/2.*(+' / <
#+/ -S  /-0/0- .)/# ( . 
" OUQ
 .+ $''4$!/# $-''*// /$( #  )*(+-*($. *-/# 4$)*/" //# 
)  ..-4$)+0/!-*(0.$) .."-*0+.?!/ )/# 42 - !*- 4()" ( )//*
+-*1$ *0( )/.$)$)*(+' / !*-(/*/# ) 3/"-*0+?# - 2.1 -4'$($/ 
2$''$)") ..<$)/# )*-('*0-. *!2*-&</*''*2./!!!-*(*/# -"-*0+. -'4
 ../*2*-&@$)@+-*"- ..?# )/#$.#  )''*2 </# - 2.#$./*-4*!
-$/$$.()""- ..$1 //&*)/# 2*-&@"-*0+*1 -$..0 .*!$)*(+' / ) ..<
()4*!2#$#/# 4#)*/0. ?#$.2.(*./ 1$ )/ /2  )
 ,0$- ( )/.) .$")"-*0+.< .$"))-*"-(($)"<)-*"-(($)"
) ./$)"?

=3>393< *%+%)*
-*(()" -.>
“I’m forever working on initiatives for the boss …”  D
@QV<()" -<
*)./-0/$*)E
“I get back to my office about 4 or 5 most days …it’s then I have time for the 
staff and their progress, but I have all my email to get through too … so not 
much time with the staff”D
@RW<<*)./-0/$*)E
“+))+ %*+0D#$./ (Edon’t know how tomanage” D
@ON<<
*)./-0/$*)E
-*(./!!>
“e’s never here … it’s a good thing we know what we’re doing”D
@Q<<
*)./-0/$*)E
“+)’s alwaysthings we don’t know how to handle, they can wait weeks 
&)D/# $-()" -Egets to them … or to eve%)# *+0)
important” D
@RV< .$") -<*)./-0/$*)E
“sometimes there are situations no one is sure how he D/# $-()" -E
would want it dealt with, issues with other groups we work with … and he’s 
not here for days and days”D
@PR<+-*"-(( -<*)./-0/$*)E
-*(0./*( -.>
“*o often the managers are not there … and their teams don’t seem to know 
where they are either” D
@RP< 3 0/$1 <9

E
#+/ -S  /-0/0- .)/# ( . 
" OUR
“it can be weeks sometimes before I get an appointment with some system’s 
')&!+$%)3+0*0they’re off on other projects for their MD … not 
sure I believe it really”D
@PW<. )$*-+-*0/()" -<9E
$' ()" -.2 - 1 -4*!/ ). )/!-*(/# $-2*-&@"-*0+.?/!!2 - ' !/
to get on with their group’s operational work tasks without .0++*-/*-*)"*$)"
$- /$*)!-*(/# $-()" -?# . ($' ()" -.2 - $)1*'1 2$/# 3/-
/.&. 4*)/#*. *!/# $-2*-&@"-*0+?# $-. )$*-()" -*-/# 
..$") /# .  3/-/.&.?# 40.0''4$)1*'1 +-* ..),0'$/4
$(+-*1 ( )/<#0()- .*0- +'))$)"/.&.*-.*( - .*0-  1 '*+( )/
/$1$/4?# . 2 - /.&./#/2 - )*/./!!  0. /#  )/ -+-$. 2$/#- 2
.+ $'$./	)!$)) ./!!!-*(0.$) ..0)$/.'$& 9
?
# . */# -+-*% /.$)1*'1 2*-&$)"2$/#+  -.<()" -.!-*(*/# -2*-&@
"-*0+.- +*-/$)"/*/# .( . )$*-()" -?# 42 - + - $1 /* 
reward or recognition of the manager’s potential?-/$$+/$*)$)/# . .(''
#*/ (.*!()" -.2.)$)$/*-*!()" -’../*&.-$.$)"?
/!! .-$ !  '$)" $)"' !/'*) *ing the ‘real work’?# +// -)*!
()" -.' 1$)"/# $-2*-&@"-*0+2#$'.//# 4 )"" $)/.&.$)/# -* -
.4./ (2..  )/''' 1 '.$)/# *-")$./$*)./-0/0- ?

=3>393= +)**
“… you don’t get credit for being stressed here … most people don’t want to 
know. … They’re stressed too and just getting by …” D
@QP<()" -<
 ./$)"E
“our work is under a lot of time pressure … from the business, other groups, 
management, release managers … everybody wants some+ %0*+)0
and it’s all important”D
@OW<<*)./-0/$*)E
“there is a lot of moving parts, the systems are so damned complex and 
there are hundreds of interfaces … it’s like unravelling a plate of spaghetti”
D
@W<<9E
“we’re so busy and there never seems to be a break. … have you seen how 
much we cost each year, hundreds of millions … that’d make anyone edgy”
D
@RT<- ' . ()" -< ' . )" ( )/E
#+/ -S  /-0/0- .)/# ( . 
" OUS
# - 2 - ()4''0.$*)./*./- ..<.$($'-/*/#*. *1 <$)/# $)/ -1$ 2
/?
/2.*!/ )*. -1/$*).0-$)"/# $)/ -1$ 2$)"+-* ..</#/./!!)/# 
2*-&@.4./ (- "0'-'4.#*2 .$").*!./- ..?*./$)/ -1$ 2  .
 .-$ .*( .*0- .*!./- ....*$/ 2$/#/# $-2*-&<1-4$)"!-*('*2
' 1 '/*1 -4$)/ ). ? *+' .  ( - '0/)//*&)*2' " /# ' 1 '*!./- ..
$)/# $-2*-&*-$/.0. .?*(  .-$ *+$)"2$/#/# 0. .*!./- ...
" *!#*)*0-)#$ 1 ( )/?1-$ /4*!0. .!*-./- ../2*-&2 - 
*. -1 <*!/ )!-*((0'/$+' .*0- .?*( *. -1 ./- ..*-.$)'0 /$"#/
2*-&/$( '$) .<#)" .$)2#/+ *+' 2 - $- / /*2*-&*)<./-*)"
$."-  ( )/. /2  )2*-&@"-*0+.<#-*)$'/ ) ..*!2*-& '$1 -' .!-*(
0+./- (2*-&@"-*0+.<) 22*-&+-* 0- .<*)!0.$)")*)!'$/$)"
( .." .!-*(()" ( )/<)/# " ) -'0) -/$)/4$)/#  )1$-*)( )/?
 /$*)S?T?O?OP .-$ ./# ./- ..*-!*-($' ()" -.*!$)/ -+- /$)"/*
staff the senior management’s directives and how to establish thes $)2*-&
+-/$ .?$'*.DS?T?O?OE<-*' .DS?T?O?PE<*0)-$ .DS?T?O?QE<)"-4()" ( )/
DS?T?O?ONE<*((0)$/$*).DS?T?O?OPE<()" ( )/$)*).$./ )4DS?T?O?ORE<)
0)./$.!$' 0.$) ..'$ )/.DS?T?O?OTE2 - .*0- .*!./- ..!*-()4
+ -.*)) '?

=3>393> % %,+&$*%&+*"*
“they D()" ( )/Eexpect us to come up with a solution … they don’t care 
)##0.++*&#,+ &% **&#&%* +.&)"*%%&% %+
delivery window”D
@PR<+-*"-(( -<*)./-0/$*)E
“we have to meet the deadline, somehow5And if we don’t, well, looking lik
we have will do most times”D
@RS<<*)./-0/$*)E
“they D#$./ (E-+&*&#-+ * $'**3+&&$, *, # %,' %
 +5It could cause the release to slip” D
@OP<<9E
“we have to deliver this, we have no choice … we have to get it there0+
due date”D
@OU<<9E
“at times you can’t push back on the business …their expectations can’t be 
tempered” D
@PO<<E
#+/ -S  /-0/0- .)/# ( . 
" OUT
# ()" ( )/"-*0+2 - " ) -''4 3+ -$ ) 4./!!)($' 
()" -.. $)"+-$(-$'4!*0. *)2*-&*0/*( .D '$1 -$)"*)/$( E
-/# -/#)*)/# /.&./#/ )' /#*. .*0"#/@!/ -*0/*( .?
)$/.(*./
 3/- ( !*-(</# - 2.)*()" ( )/*!/# /$1$/$ .$)1*'1 $)/.&<)*
()" ( )/*!/# + *+' D .-$ 41 -4()4./!!E<*)'4()" -.
!*0. *)/#  '$1 -4*!/# 2*-&@+-*0/?
“we were at breaking strain over this”D
@ON<()" -<*)./-0/$*)E
“the team only just held it together” D
@RN<()" -< ./$)"E

/.  ( /*#1  *( *)'4*0/()"$)"+$  *!/# *-")$./$*)'
- '$/4— '$1 -4*!4/ ?/# -/#) '$)"2$/#/# !0'' -<(*- 
*(+' 3- '$/4*!()"$)"/# / #)$'$!!$0'/$ . ( -"$)"!-*(/# /.&.
2 ''.()"$)"/# +'))0./*( - 3+ //$*).?# / ).$*).)
$!!$0'/$ ...*$/ 2$/#+-/$0'-/.&.<( /#*. /.&.0) -' !*-
./!!)"-*0+.=2$/#./!!*) -).)$./- .." ) -''4)*/()" ?

=3>393? %#0%&. %+ *&#
“I don’t really know what other groups actually do, beyond broad terms … 
.)*&&,*&%!,*+++ing through the testing here”D
@QP<()" -<
 ./$)"E
“we know what CBAA does, we know what we do, we know what we pass on 
%.+.%+&) -5Other than that … not much … not much more 
is important”D
@RW<<*)./-0/$*)E
“it’s nice to know th ' +,)3,++$ %+ % *.+ *''% %
)&)+ *)#*%+%/+%+%/+5What we have to do”D
@PU<
()" -<*)./-0/$*)E
“what other groups do and don’t do is usually a cause fo)' %% *$03
*&,%#** ++*,* +*++)%&+to know”D
@RN<()" -< ./$)"E
“I suppose it’s like our systems, you only pay attention to things you have to 
 %+). +D*/# -"-*0+.E“D
@QV</ ./()" -<*)./-0/$*)E
“they’re the cause of our problems, why I’m working overtime most% +*
and weekends for the next six weeks … just like in the last release too”D
@RQ<
/ ./ -<*)./-0/$*)E
#+/ -S  /-0/0- .)/# ( . 
" OUU
# )/# 2#*' RT *( ./**'-" )/***(+'$/ /*&)*2)
0) -./)<$/.  ( /#/./!!- 1 -/ &/*2#/2.(*./ -/$)/*/# (?
# 4- /- / /*/# !($'$-</# $-0-- )/2*-&@"-*0+)/#*. /# 4#
2*-& '*. '42$/#$)/# +./</# . )/$ )/.4./ (D$'' -)$ <OWTUE?
# 4&) 2/# /.&.<+ *+' )0/#*-$/4!$"0- .D'  -.E/#/2 - '*'/*
/# (*-- +- . )/ $)'*'(4/#.RU?*- 3(+' <+ *+' $)/ ./$)".$/# 4
&)*2'*/*0//# $-/ (?)/#//# 4&)*2' ..<0/./$'''*/<*0/*/# -
/ ./$)").0++*-/"-*0+.?# 4'.*&)*2'*/*0/0/(0#' ..
*0//# *)./-0/$*)"-*0+*-*0//# 0.$) ..)1 -4'$//' *0//# 
+-*"-(()" ( )/*--#$/ /0- "-*0+.?#$.( $/#-!*-/# (/*
/#$)&*0/2#4/#$)".2 - ./# 42 - <+-/$0'-'40-$)"+ -$*.*!
+- ..0- ?
/(4'.*#1 ( $/ .$ -/*'( /#*. ' ..2 ''@&)*2)"-*0+.<
!*-/# $-group’s current problems?
/$. .$ -/*.+'$/*% /./#/- ' ..2 ''@
&)*2)=)*/# -"-*0+ *( ."-*0+<+-/@*% /?+'$//$)"/#/*/# -
"-*0+. ! ) /*--4/# ‘’ from their own"-*0+’s 3+ -$ ) .?
0-+-$.$)"'4<()" -.2#*# "-  .$)*(+0/$)".// /#//# 4$)*/
&)*22#/*/# -!0)/$*)'"-*0+.$)$< .+$/ #1$)"./0$ ''

!0)/$*).)/# .4./ (. 1 '*+( )/'$! 4' ?*( */# - !! /2.0.$)"
/#$.'*..*!+$/4/*/#$)&—./-*)"$)$/*-*!#$"#.4./ ($@)3$ /4
$(+/$)"2*-&@"-*0+D	$-.##*-)<OWVV<$*)<OWTP<-(./-*)"<PNNSE?

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%+
“they’re such a good group”D
@RQ</ ./ -< ./$)"E
“they try to get the best out of us for the company”D
@OV<+')) -<-*"-(
)" ( )/E
“they stop the users from giving us grief”D
@OS<+-*"-(( -<*)./-0/$*)E

RT/# 2*-&@.4./ (
RU.0#.(4/#.*0//# *!
#+/ -S  /-0/0- .)/# ( . 
" OUV
“it’d be great to be up there too … one day … it’*&%#0&,'#&')&$&+ &%*
away”D
@RW<<*)./-0/$*)E
# . )$*-()" ( )/"-*0+2$/#$)2.'' ‘the CBAA Council’ (CC)?

/2.$ '$. 4()4./!!< 1 )4$/.*2)( ( -.#$+?
/2. .-$ .
1 -4#-(*)$*0.)*@*+ -/$1 <'24." //$)"*). ).0. !*- /$*)?
)
.*( - .+ /.$/++ - /**"**/* /-0 ?
 *+' $!$)- .2# - /# 42 - $.++*$)/ in the CC’s performance?
# - 2. 1$ ) *!.$")$!$)/*)!'$/$)/# "-*0+)!$'0- /*.0 ..!0''4
1*/ ’s position to./& #*' -.? / .+$/ .0#-/$*)'2- ) ..<
()4./!!*)'4.2the group as ‘all good)benevolent’?
/2..$!./!!
)   /#$.(4/#*!+ -! /'  -.#$+*- ) 1*' )/+-*/ /*-$).*( 24?

=3>393A %)0+) ,)
“I’ve never met  $DE<*)'4.  )#$($)/# $./) /,0-/ -'4
briefings”D
@QV</ ./()" -<*)./-0/$*)E
“you hear some dreadful stories about him”D
@RV< .$") -<*)./-0/$*)E
“he’s never walked around here, I don’t think any of us have seen him”D
@RS<
<*)./-0/$*)E
“they say he’s not someone you want to disappoint … he drives people pre++0
hard”D
@OQ<-#$/ /<9E
“no, I’ve never had to work for him or interact with him … the managers 
that do seem worn down by it though”D
@S<<9E
*./( ( -.#)*/( //# $-?# 4($"#/#1 .  )#$(/
 +-/( )/-$ !$)"<0/!/ -# 2*0'' 1 <) 1 -1$'' /*($)"' )
(  //# /-**+.?They usually heard his ‘message’ second hand, but directly 
 3+ -$ ) )! '//# *). ,0 ) .*!#$./$*).>$)/# !*-(*!#)" ./*
/# $-2*-&+').<$)/ -@.4./ ( .$"))-$/$$.(.?# 4# -./*-$ .*0/
#$(=./*-$ ./#/*/# -.#  )+-/$$+)/.$)*-#.$(+'4# -!-*(
*/# -.=./*-$ .'$& '4/*#1   ) ( ''$.# ?-*(/#$..*0+*!0$*0.<
*)/ ./' $)!*-(/$*)<./!!( /# $-%0" ( )/.*0/#$($)/# . ) *!
)4$- / 3+ -$ ) ? 1 -'.+*& *!/# ! -*!*$)".*( /#$)"!*-#$(/#/
#+/ -S  /-0/0- .)/# ( . 
" OUW
"* .2-*)"</# ! -*!#$. ().<)" -)2-/#?# . 1$ 2.2 - )*/
*).$./ )/2$/#/#  3+ -$ ) .*!#$.$- /- +*-/.?#$.+-/$' 3+ -$ ) *!
/# '  -2..$(+'$!$ )" ) -'$. 1$ 2*!- '$/4*!#$(?
	 2. -/$)'4./-*)"()" -2#*# '/# '$) 2$/#)"-4< ()$)"
0.$) ..)$/'  -.?	 /-$ /*+-*/ /./!!)/# $-- +0//$*)?# 
- . -# 3+ -$ ) *!#$(..+*).*-2.*!/#*0"#/!0'< )"" )
*) -) '  -<,0$/ $!! - )/!-*(/# (4/#*'*"4/#/#!*-( -*0)
#$(?
2*-&$)"#4+*/# .$.*!/# - . -#2./#/2# )/ (.2 - 0) - 3/- ( 
+- ..0- <#1$)"#-.#< ()$)"<+0)$.#$)")/ --$!4$)"'  -"1 /# (
‘bad’ + -.*)/*'( =/*$.+' /# $-)3$ /4)..*$/ ) "/$1 2*-&
!  '$)".*)/*?./#$./-$"" - !-*(/# - '$/4*!/# #$"#'4+- ..0- 
.$/0/$*).*-2.$//-$"" - 40)*).$*0.( (*-$ .)..*$/$*).*!
.$($'-!$"0- .$)/# $-+./B	 ++ - /* '( 4./!!!*-()4*!/# $-
+$)!0' 3+ -$ ) ./2*-&?

=3>39398 &* + -' %'
“nobody likes to give bad news, it’s seen as not being proactive, not finding a 
solution first to your problem before flagging it”D
@RT<- ' . ()" -<
 ' . )" ( )/E
“managers just do not want to hear bad news … it can be career ending”D
@
OQ<-#$/ /<-#$/ /0- E
“one manager found the explanation for why we are always so over budget5
He was virtually sacked on the spot … ,+ ++,)%&,++&+),3*&"'+
 *!&3,+ *)) *finished”D
@QN<()" -<
E
)4()" -.)./!!expressed an unwillingness to give ‘bad news’, fearing 
/#//# 42*0' '( !*-$/<!*-)*/!$3$)"$/*-!*-)*/)*/$!4$)"/# $-
()" - -'$ ->it was ‘no win’?Managers had been harshly criticised for ‘bad 
news’?Many preferred to place a ‘positive spin’ on issues, recognising this often 
"1 /# 2-*)"$(+- ..$*)*!/# .//0.*!+$  *!2*-&*-)$..0 ?
#+/ -S  /-0/0- .)/# ( . 
" OVN
“you never lie, but0&,$'* *what is going well, to schedule … and you 
work like hell to find a solution to the things not going well”D
@PR<
+-*"-(( -<*)./-0/$*)E
“I don’t know if theyD 3 0/$1 ()" ( )/Erealise I give them a ‘rosy’ 
take on progress … I think o+)'&'#& ++&&5I don’t even know if what 
my teams tell me is how it really is … it’s probably not”D
@RW<<
*)./-0/$*)E
“I don’t want the hours in their office and the criticism for being frank about 
our risks and problems” D
@W<<-#$/ /0- E
/!! .-$ 0)2$''$)") ..4/# $-()" -./*- +- . )/)*((0)$/ 
/*(*- . )$*-()" ( )//# $..0 ./#/2 - 0.$)"+-*' (.!*-/# $-
2*-&@"-*0+?# 4 '$ 1 /# ()" -+- ! -- /*' 1 $/)#*+ $/*0'
 - .*'1 -/# -/#)-$.& $)")*/$ ..*( *) 2#*-$. . -$*0.
+-*' (.2$/#*0/#1$)".*'0/$*)?
/2..$!+ *+' 2 - - 2- !*-/# 
amount of ‘bad news’ held back, as though this reflected an ability to deal 
effectively with the issues behind the ‘bad news’?!/ )/# -* -2*-&+'*/
#)" <.*/#/2*-&@"-*0+’s ‘bad news’ went away naturally or could be 
//-$0/ /*) 2+-*' (!-*()*/# -+-/*!/# 2*-&@.4./ (<.*/# 
 '$ -/ < -'$ -#*'$)"&2 )/0))*/$ ?

=3>39399 &$$,% + &%&.%
“I’d like to know how many of the staff actually ‘get’D0) -./)E
briefing, and how many get the same briefing I gave to my reports …” D
@OT<
<*)./-0/$*)E
“I get as upset as the staff about these ridiculous messages the MD makes to 
,* %**,% +*… doesn’t he know we can’t'&** #0do it”D
@RS<<
*)./-0/$*)E
“they have to know we can’t do what they promised … it seems like they’re 
trying to kill us, it happens so often”D
@PU<()" -<*)./-0/$*)E
“they D
()" ( )/E.) ++(,*3.e have to pay them, it’s crap”D
@
V<<-*0/$*)E
“how do you make sense of this to your staff, especially when they’ve been 
working weekends for months already”D
@QP<()" -< ./$)"E
#+/ -S  /-0/0- .)/# ( . 
" OVO
()" ( )/( /2*& 4/4+ .*!*((0)$/$*)/*./!!?# !$-./2.
$- /$1 .*0//#$)"./#/2 - +*'$4)/# . *)2..// ( )/.*0/
- ' .  '$1 -4?# '// -2 - *!/ )#$"#'4*+/$($./$)+*.$/$1 <$)/ ) 
!*- 3/ -)'./& #*' -.0/)*) @/# @' ..# -4+ -.*)) '?
*((0)$/$*).2 - *!/ )*)!0.$)"!*-./!!<)*/&)*2$)"$!/# .// ( )/.
2 - %0.//*+$!40.$) ..0)$/ 3 0/$1 .*-$!/# 42 - '.** ( .." 
/*/# (<+-/$0'-'4-*0)- ' .  '$1 -4/ .).*+ ? .." .*!
$)/ -)' +-/( )/+*'$42 - '.**)!0.$)"/*./!!?)" ( )/.// ( )/.
'$& <
“our staff are our highest asset, all must be respected … we)&$$ ++
+&#+0.&)"6life balance for all staff” D@@PUE
*)/-./ 2$/#
“we are redoubling efforts to deliver all release items that are  %
schedule”D@@RTE
*-
“find another solution, you have two days, it just has to work”D@@OUE
*)/-./ 2$/#
“in CBAA we are committed to developing high quality software … software 
that provides a well architected base for future extensions” D@@QOE
# . *((0)$/$*).2 - *)!0.$)"!*-./!!)()" -. 0. 
( .." *!/ )*)/-$/ ) -'$ -*- 3$./$)"( .." *-+*'$4?# - 2.
0.0''4)*..$./) .#*2/*- *)$' /# *)/-$/$*).$)# - )/$)(0'/$+' 
( .." .?$' ()" -.)./!!2 - *!/ )$- /$*)' ..$)#*2/# 4
.#*0'/& 0+/# . ( .." .$)/# $-2*-&*-#*2/#$.2./* *) $)
*).$./ )/()) --*..? )$*-()" -.*.$*)''4..$./ 2$/#
/-).'/$*).)'-$!$/$*).?)4($' ()" -.2 - ,0$/ 4)$'*0/
/# content of the leadership’s messages, and allowed their own opinions and 
 (*/$*)./*-$/$''4*'*0-/# *-$"$)'( .." ?
) 2*-&@"-*0+*!RN2.*. -1 /* (-& '4' ..0+. /)"$// /#)
*/# -"-*0+.*. -1 ?#$.2*-&@group’s manager reinterpreted the 
#+/ -S  /-0/0- .)/# ( . 
" OVP
leadership’s messages, contextualising them to a meaning consistent with the 
($). /)*)/ 3/*!-/# -/#)/# .?	 .2/#$..+-/*!#$.-*' ?
/# -()" -.++ - 2*--$ /#//# 42*0'($.$)/ -+- //# ( .." 
) -$/$$. !*-/#$.?# 4+- . )/ $/'$/ -''4<2$/#/# $)# - )/""- ..$1 
)+ -. 0/*-4/*) # -4./!!?

=3>3939: &- %+&%*.)*
“we’ve got the answer, let’s move on … let’s get on with it”D
@Q<<
-#$/ /0- E
“the first’s the best”D
@QP<()" -< ./$)"E
“… now, got to be now, correct and concise … they’re D.0+ -$*-.E#)0
impatient … and angry at anything less …”D
@RS<<*)./-0/$*)E
“it’s more about not getting further behind, it can be really tense … solutions 
&+%+"#&++& %5So we usually take the first reasonable one”D
@RV<
 .$") -<*)./-0/$*)E
# - 2 - ()4.$")$!$)/,0 ./$*)./#/"*/.& $)/# *0-. *!.*!/2- 
 1 '*+( )/)+-*"-(()" ( )/?)4- ,0$- .*'0/$*).)).2 -.
0-" )/'4?# - 2.*!/ ).*(0#+- ..0- /#/#1$)")).2 -2.(*- 
$(+*-/)//#)#1$)"1$' ).2 -=.*'0/$*).!*0)/**,0$&'4/* 
/#*-*0"#'4/#*0"#//#-*0"#?
“+hey don’t always work out”D
@RV< .$") -<*)./-0/$*)E
“there can be a lot of pressure …they D()" ( )/E) $'+ %+3.+
impatient too and make stupid mistakes”D
@OW<<*)./-0/$*)E
People described impatience with the process of getting to ‘the answer’ for a 
+-/$0'-(// -?# '*2 -*2)/# #$ --#4/# (*- 0-" )/$/ ( /*
" //*)).2 -</# ) 3/' 1 '0+ 3+ /$/)+0/+- ..0- *)?

/.  ( $!!$0'//*- / .+ $)/$( /*''*20) -./)$)"/*!*-(*0/
2#/2.*0--$)"</*/#$)&*0/2#/$/(4( )</*!*-(0'/ -)" *!
+*..$' *0-. .*!/$*)<)!$)''4/*. ' /*0-. *!/$*)?#  ()!*-
/$*)2..**1 --$$)"/#//# +$/4/*/#$)&)- !' /*!/ )++ - /*
#+/ -S  /-0/0- .)/# ( . 
" OVQ
" /'*./?)*2$)"2.+-$5 *1 -)*/&)*2$)"*-/# $'$/4/**( /*&)*2
.*( /#$)") 2D$'& <PNNQ<- )#)$(+.*)<PNNNE?

=3>3939; 
%&%* *+%0
“$%$%+)+## %,*.)& %+&+$&)*+ %+ *)&,'30+
we haven’t … I know of three people in similar roles … well regarded … with 
the kind of experience we need … that have left CBAA last week, contracts 
.),'5Why didn’t theyD()" ( )/Emove them here … they wanted to 
renew …” D
@PN<)'4./<9E
“I got told I will be trained for this new role, all the skills I will need for it. … 
I put forward training courses … consistent with my PDR. …I got told ‘no … 
+) *%&time … more important things … you’ll learn as yougo along’ …” 
D
@PR<+-*"-(( -<*)./-0/$*)E
“We agreed we’d produce this for the business … and give it to them … I’ve 
done it now, the business want to see it but I’m now told we can’t prese%+ +
to them” D
@OP<<9E

)/ -1$ 2  .- +*-/ $)*).$./ )$ .*0/()4.+ /.*!/# $-2*-&
 /2  )2#/2.*) )2#/2..$2*0' *) 2$/#)* 3+')/$*)
*!/# .#$!/.?
).$/0/$*)./#/2 - .$")$!$)/!*-$)$1$0'.*-/ (.</#$.
dissonance in management’s actions, decisions, or commitment was very 
$./- ..$)"!*-./!!)($' ()" -.?# 4( //# 0). //'$)"- '$./$*)
/#/*0')*/ - '$ 0+*)*)$(+*-/)/(// -.?./# - - '*)/-*'
$)/# 2*-&@.4./ (*-*)'4)$''0.$*)*!*)/-*'B

=3>3939< 
%+)')*&%#+)+%0*+$ 
“ I didn’t do what they accused me of, it was the REPS development team 
that made that error” D
@RS<<*)./-0/$*)E
“some people just don’t get on, it disrupts and bottlenecks work…their 
personalities clash” D
@RU<()" -<9E
“I know my manager doesn’t like me … the things he says … and I don’t 
really like him either”D
@PR<+-*"-(( -<*)./-0/$*)E
“there is still a lot of dead wood here … individuals who don’t deliver … I 
,ss we’ll eventually be able to move them on”D
@OT<<*)./-0/$*)E
#+/ -S  /-0/0- .)/# ( . 
" OVR
# )./!!+0/!*-2-$..0 .)+-*' (./*/# $-()" -.</# 4*!/ )
)   /# $-()" -/*$)/ -1 ) $)/# +- . )/ +-*' (2$/#+  -.!-*(
*/# -"-*0+.$)1*'1 2$/#/# +-*' (?!/ )/# ()" -*)'4$.0.. /# 
+-*' (2$/#/# ()" -*!/# */# -"-*0+) ) 1*0- /*2*-&$/*0/
$'/ -''4-/# -/#)$)1*'1 ''/# +-*/"*)$./.?-*' (.2 - - .*'1 *))
 1 )/@4@ 1 )/.$.?*( ()" -.)./!!- *")$. - '0/) /*
$.0../# . +-*' (.$)()" ( )/!*-0(.?++*-/0)$/$ ./*'**&
.4./ ($''4//# 0. .*!/# . +-*' (.)/# $-- 0--$)")/0- 2 - 
'*./?
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“this is an ongoing problem, it is impossible for us, we can’t manage with 
+ *&%*#,+3+0D/# 0.$) ..Eshould be more focused”D
@S<<9E
“the business is a problem, they change their mind and don’t accept the 
problems and mess it makes for us”D
@PN<)'4./<9E
“the business have every right to expect this, but it is just not possible to 
always do what they want”D
@PT<< ' . )" ( )/E
“they push, push, push … change their mind and never say thanks for fixing 
their mess”D
@SN<<*)./-0/$*)E
“I know my people are rude and unreasonable at times, it’s unfortunate and 
shouldn’t happen … there is a lot they want and often they get so little”D
@O<
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“We Deliver on Time”D
@PO<<E
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“they D()" ( )/Eexpect us to do the impossible … we do so much 
overtime to try to deliver”D
@PT<+')) -<-*"-()" ( )/E
“when we’ve just about given up they roll it out,  we deliver we deliver … 
well we can’t always, it nearly kills people” D
@RQ</ ./ -< ./$)"E
“trying to pacify the business doesn’t work, they just feel more justified in 
their endless demands for faster solutions”D
@PO<<E
“I’ve spent too many weekends here, away from my family … it’s the same 
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“I know we can’t always ‘deliver on time’ but I still feel the pressure, the 
burden of it all”D
@RN<()" -< ./$)"E
“it’s a lie that we can never measure up to and never get away from”D
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“it’s really an’t , #%0+ %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“it’s frightening where this will end”D
@OV<+')) -<-*"-()" ( )/E
“there’s so much agroin those meetings … it can be scary, really scary”D
@
RO<-#$/ /<9E
)" -
“… now, got to be now … they’reD.0+ -$*-.Ealready impatient … and angry 
at anything less …” D
@RS<<*)./-0/$*)E
“yeah it makes them D+-*0/()" -.Eangry” D
@PR<< ' . 
)" ( )/E
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“… it breaks people and makes me so angry …”D
@PW<. )$*-+-*0/
()" -<9E
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++*$)/( )/
“we felt so down when it was dropped from the release”D
@PP<)'4./<

E
“our proposal was smart … it was very disappointing it never got 
progressed”D@@OT<<*)./-0/$*)E
“it was a huge let down to be moved off the project”D
@RW<<
*)./-0/$*)E
“it gets really sad here sometimes”D
@Q<<*)./-0/$*)E
	/ 
“they D/# 0.$) ..Ehate us, there’s not doubt about it”D
@RV< .$") -<
*)./-0/$*)E
“I hate the way my team gets treated”D
@QP<)" -< ./$)"E
“there are times when I hate what I’m doing … and some of the users too … I 
know I’m not alone”D
@OQ<-#$/ /<9E
0$'/
“the release failed because we couldn’t get the design working”D
@RV<
 .$") -<*)./-0/$*)E
“we let everyone down by not finding those bugs”D
@RQ</ ./ -< ./$)"E
“we had no room in the release for the product, but it was so important to 
the business”D
@R<<-*"-()" ( )/E
“the document was so very late …we couldn’t have done better … it hurts to
fail”D
@RW<<*)./-0/$*)E
“I feel like it’s my fault … and I feel bad”D
@PR<+-*"-(( -<*)./-0/$*)E
“it is actually their (architecture group) fault, they should feel bad about it”
D
@QP</ ./()" -<*)./-0/$*)E
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!!Ejust don’t give up … the same line that they know goes 
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and again”D@@VO<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“it wastes everyone’s time … yet they won’t tell their bosses it’s stuck and 
can’t be solved”D@@VO<E
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D()" -9E “so did you discuss it7”
D9E  “what”
D()" -9E “you know, the ‘new market BI')&!+’3+‘problem’ ”
* #%
D9E  “no …”
D()" -9E “why not7”
* #%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D9E “well they’re scared of talking about it … He’ll be 
,) &,*D9
E…and the business, it’ll be off the 
charts”
D()" -9E “why not you?”
D9E “ you’re kidding right” 
“well … you know … it’s not my project, it’s not my 
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requirements”
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D9E “you know it’s just too big to think about … it’d be a 
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)% %$**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)" -9E “like when Ray told them why the releases were 
costing nearly double the estimates”
D9E  “yep, only probably worse”
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“as it stands we don’t know what the business wants, it should have been 
resolved but it hasn’t … it’s a wasted effort if we get it wrong”D@@PW<
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“if we get it wrong it m0%&+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consequences would be awful”D@@PW< .$") -<!0)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“yeah, I’ve told you not to work on things that are unclear … from onhigh” 
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“the business people who know the product have moved onto other products 
whilst the solution is built, they’re no+available to get back to this now”
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" -<- ,0$- ( )/.@E
“more likely they don’t know what to tell us”D@@SP<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“well have you got a solution yet”D()" -<9E
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“no, that’s why we are meeting and you are both here”D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“we’re still stuck … we’re just burning time … and it’s well past a+ %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morale, people can’t believe this can’t be solved by you guys D
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management)”D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“same with us”D<- ,0$- ( )/.@E
“well we don’t have an answer, you D- ,0$- ( )/.E-+&*&)+ +&,+3
it’s your job”D()" -<9E
“yes, we can’t … we’ve tried and we can’t … it’s your job D./-/$)"/*4 ''E”
D()" -<*)./-0/$*)E
“but we can’t”D<- ,0$- ( )/.@E
“but you have to … sort it out,D./-/$)"/*4 ''E / +,'3$" +.&)"3+ +
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“D4 ''$)"Emake it work, now … deliver … just deliver”D(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" -<
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“so what can we do?”D)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“probably nothing, we’re certainly on our own”D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'@ .$")@E
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. ###'0&, %
whatever way we can”D<- ,0$- ( )/.@E
# 2*-&@"-*0+.#2$/) .. 1 -40)0.0' +$.* *!/# $-()" -. $)"
*0/*!*)/-*')1 -''4""- ..$1 '4//&$)"/# 2*-&@"-*0+.?# 
()" -.2 - 1$.$'4$./- .. <)"-4<$--/$*)').  ($)"'40)' /*
/#$)&*# - )/'4—''#-/ -$./$.*!.$..0(+/$*) #1$*0-)
*). ,0 ) *!)3$ /$ ./#/<//#//$( <2 - 0)' /*  ,0/ '4
*)/$) 4/# ()" -.?
#+/ -T  4)($.*! ! ) . 
" PNW

)/# ! *!*1 -2# '($)")3$ /4<*/#
2*-&@"-*0+.*+/ (* 
 + ) )4</-4$)"/* ! ).$1 '4*+ 2$/#/# $-.$/0/$*)4(*$'$.$)"
'  -/*- !*-/# "-*0+.)/*!$).*'0/$*)?# ()" -. 3#$$/ 
(* !$"#/$)/# $-#4./ -$'//&.*)/# $-*2)/ (.)/# .+'$//$)"@*!!)
 10/$*)*!/# $-*2)*(+ / ) )- .*0- .*)/**/# -.<-/# -/#)
 '$)"2$/#/#$.+-*' (.$/0/$*)TO?

;0709 #))9 (#+,)#
#$.1$") // $.-2)!-*(*. -1/$*).( *)/# S/#*. -1/$*). ..$*)
2$/#/#$.2*-&@"-*0+?#$."-*0+2.#-/ -$. $) -'$ -$)/ -1$ 2.)
*. -1/$*).. $)"0) -(0#+- ..0- )*!/ )0)!$-'4'( !*-
+-*' (.*0/.$ /# $-*)/-*'=/# - ! - ) @"-*0+- *(( ) /#$."-*0+!*-
 /$' /"/# -$)"?# /0. $.-2)!-*(@@U?''.+ & -.2 - 
( ( -.// )$)"/# (  /$)"?
"-*0+*! $"#/ .$") -.!-*(/# - @-* ..*-4./ (DETP( /2$/#/# 
 3+- .. / #)$'/.&*!!$)'$.$)"/# +#4.$'.4./ ( .$")/#/2$'' !$) 
/# .4./ (#)" .- ,0$- 4/#$..4./ (/*.0++*-/.+ $!$
?# 4#
( /*). 1 -'*/# -*.$*)./*2*-&*)/# +#4.$' .$")!*-/#$.?#$.
.+ $!$ /$'  .$") !$) /#  ' ( )/.*!the system’s .*!/2- /#/2*0'
#1 +-*"-(($)"#)" .)2*0'- ,0$- / ./$)"?
)/# !*''*2$)"$'*"0 <
/# / (( ( -.- ! -/*)*/# -/ (</# 21 )/.-* ..$)"4./ (
DE<*$)"2*-&!*-/# 
?
“*&3).*+ * +++ *. ##.&)"%++ +. ##*+%,* %&&
*+&),+,)/+%* &%*%%*.+ %". ##&$#&%?”DE
.$' ) 
“03."%&.+))+*&+).0*+&&5%. ##+"+&&#&%,+ *
$&)*&# 3+&*&+)+.&. *,**#*+$+ %5"%&.+0won’t 

TO/#$.1$") //  #* ./# ( .S?T?O?Q<S?T?O?S<S?T?O?T<)S?T?O?OO$.0.. $)#+/ -S
TP#./!!*!*0/QN/ #)$' .$") -.<+-*"-(( -.)/ ./ -.
#+/ -T  4)($.*! ! ) . 
" PON
stand up over time …+ *&+)&% *&&,+$%*++. ##-
+&&$&).&)"–it’s the most elegant solution but it’s probably impossible 
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“+hat’s no reason to not try” D  .$") -E
“.e’ll get a whole lot of crap if we do”D4./ ( ./ -E
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“#ook, its not them, it’s the architects who lay out the overall design, they got 
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” D )$*- .$") -E
“ %” D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 %5But …” D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“+hey’re fucker*3+0.&)"&-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“the rolesD*($)()" -Eweren’t there to begin with … many PMs were 
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“sometimes it’s+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“sometimes I feel like there is no air anymore … we miss what’s going on”
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“what we did worked …it worked really well”D<*)./-0/$*)E
“the teams delivered to their specifications”D<*)./-0/$*)E
“if the business conditions have changed they have to manage that through 
 %+&+)#*e … we don’t have crystal ball”D- ' . ()" -< ' . 
)" ( )/E
“it’s an unfortunate situation …. +work we were asked to do … we 
  +*' +great problems”D<*)./-0/$*)E
“we were right, we met our objective … to hell with you lo+D0.$) ..
+-*0/@()" -E” D .$") -<*)./-0/$*)E
“this has been an exhausting three hour*3*&. +&,+.%+ %+&
&$'#+#0),3'#**+&'complaining and accept the situation … 
&+). *&.&.$&-&%”D()" -<9E
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“the product groups are under a lot of pressure to grow revenue … they need 
systems delivered quickly” D
@QR<()" -<9E
“many of us used to work with them D0.$) ..0)$/+ *+' E&)&)+$3
$%00)*&5So of course they try to get us to do stuff”D
@PU<()" -<
*)./-0/$*)E
“we’ve worked closely for year*D2$/#+ *+' E3.e’re friends I suppose … 
they’dcontact us wanting favours … sometimes you do it, even though you 
shouldn’t”D
@RQ</ ./ -< ./$)"E
“they want it for the company and don’t see why+))*&$%0#0*&)
obstacles … their heart’s in the right place”D
@OV<+')) -<-*"-(
)" ( )/E
“my boss is happy for us to help them on the small things”D
@OS<
+-*"-(( -<*)./-0/$*)E
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“this crap happens all the time, we’re trying to weed it out”D
@OT<<
*)./-0/$*)E
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“&&$&%3do it for the company”D@@RP<+-*0/()" -O<9E
“you remember what it is like …  when you used+& %+)%DE”D@
@RP<+-*0/()" -O<9E
“you agreed this makes no sense… it’s a good product … good for business”
D@@RQ<+-*0/()" -P<9E
Ensuing discussions between members of the IS team would move from “we 
have to” to “we can’t”, backwards and forwards between these two polarities?
# !*''*2$)"$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“he’s a mate”DE
“I know … but we can’t do that work … it’s not approved, we don’t have the 
. #)&&$+&& +anyway”DE
“he’s a mate, he’s in a spot .5. they made a mistake … we should help”DE
“I can see that … I’d like to help, I can see it is bad … but we can’t … imagine 
the fallout if we did”DE
“I think we have to”DE
“yeah, but we are NOT going to5He will have to go back to the BUIG”DE
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The CBAA MD’s D
@POE+ -.+ /$1 *!- *-")$./$*)2.*0/$(+-*1$)"!0)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)
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“I reorganised the department and management reporting to get out of the 
06+&60')&#$*3+&&%%+)+&%+ ) **,*'#, %+
department”
“the balance was all wrong, +&&$%0')&#$*. ++&&$%0'&'#
putting out the fires and nobody free to make sure they didn’t happen in the 
future … it was a recipe for disaster, completely unsustainable”
0/#$../!! 3+ -$ ) $/,0$/ $!! - )/'4<
“they don’t trust that we c% /+ %*3*& %*++0%+ %*
around”D
@RO<-#$/ /<9E
“no one knows if it’*)&"%&)  +’s!ust the teething from the last … A6C
months ago”D
@QP<()" -< ./$)"E
“we just start making the new relationships and structure work …0&,"%&.3
we’ve adjusted to the new connection*… you can see it coming out fine and 
+%+0&%change it all over again”D
@ON<()" -<*)./-0/$*)E
“they get scared, I don’t think they really know what we do here anymore …  
*&+0+ %+&%*,#+%+*.&*&##)* %*%+0+##+$+&
reorg … it’s a revolving door now”D
@S<<9E
“we see it starting to work and get traction, then they change again … it’s 
impossible, I’m always expecting another … it’s confronting, always living 
with that much uncertainty”D
@OW<<*)./-0/$*)E
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“somebody has to be seen to take the blame for the failures to improve … it’s 
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“I think twelve BIs will not deliver as required … three of them will be 
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“another nine or ten will get deployed, but some will be so reduced in scope 
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“these problems will stymie work commenced or planned for the next three 
releases at least … there’ll be a lot of very pissed people in the business in the 
next couple of months as it all becomes clear”
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There was an inherent tension in CBAA’s tasks. It had to ensure for the 
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“well I manage the department, so of all people I should know how 
communications are meant to go … so I’ll tell you what I think … what I 
expect …”D@@ONP<E
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“you know we don’t really like architects or analysts much, but you seem 
okay … I’ve been listening to you, you seem like you get what goes on in 
systems … the analysts we get to work with are hopeless … name1, name2” 
D@@OON< .$")E
“we work pretty similarly … I’ve never had problems with their work” D@
@OON<9E
“no they’re not, they don’t know what they’re doing most of the time … they 
get in the way with ridiculous demands” D@@OON< .$")E
“that surprises me” D@@OON<9E
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“I’d never thought there was anybody worthwhile in requirements” D@
@OON<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(($)"E
“programming has always seemed so arrogant and disinterested, you’re not 
like that”D@@OON<9E
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“what they D ,0$- ( )/.Ewanted made no sense to us … but I can see that 
now, I’d want it clearly stated on paper too if I was doing that”D@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“it would be helpful for me to know more about what your teams do and 
why … but it should be happening for many more staff than us”D@@
OON<9E
“probably everyone has the wrong idea about a lot of things, we all need 
+*kinds of discussions”D@@OON< .$")E
“training’d be no good, people go to sleep in training … this kind of 
discussion would be good, it has been”D@@OON<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(($)"E
“it’d cut down a lot of mess and confusion”D@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# . 2 -  3+ -$ ) ./!!2#*## '-*' .$)*/# -
!0)/$*).=/# 
 .$") -#+-*"-(( </# )'4./# .$") ?# 4''# "-  .$)
$)!*-(/$*).4./ (.)#()44 -.’ 3+ -$ ) $)? //# 42 - 
confused about other groups’ pro .. .) 3+ //$*).?$($'-*)!0.$*).
*0) $)/# 2*-&@.4./ (<!0 ''$)"-$/$$.(<$)/ -@"-*0+*)!'$/))3$ /4?

=0607 $)##	'$*#'(
@393:39&+ -+ &%&)+ *
// )/$*)/**0)-$ .$)2*-&@.4./ (.$.$(+*-/)/ 0. $/$./#-*0"#/# 
*0)ry that the differentiation of ‘this group’ and ’not this group’ is made?# 
*0)-4 /2  )"-*0+.*-!0)/$*).) - "0'/ >$/$.)- *1 -2#$#
( ( -.#1 $- /*)/-*'?
/$..$($'-/*/# *0)-4-2)$)
+.4#*)'4/$/# *-4 /2  ). '!)*/# -<2# - /# '-$/4*!/#$.
$./$)/$*) / -($) ./#  !! /$1 !0)/$*)$)"*!/# $)$1$0'D*2'4<OWTWE?
# ()" ( )/*!*0)-$ .- $(+*-/)/<$/''*2./#  )/ -+-$. /# ( ).
/* ./'$.#)($)/$)*)$/$*)./#/ ./.0++*-/$/..0 ..?

). /$*)S?T?O?Q/*0/*0)-$ .2.$)/-*0 <- 1 '$)"#*2/# 4#
 *( -$"$'4()" ?# ( /+#*-*!2''.--$ -<*1 -2#$#/#$)".
2 - /#-*2)<2.0. ?#$.)*/$*)*!*0)-4$.*1 -'4.$(+' $)*)/-.//*
/# !0)/$*)')  .*!
2*-&?*0)-4).0++*-/*-$.-0+//# /.&@
. - '/$*). /2  )/# 2*-&@"-*0+)*/# -2*-&@"-*0+.— /2  )‘0.
)/# (’?# *0)-4$!! - )/$/ .DOE2#*$.- .+*).$' !*-/# ,0'$/4*!
#+/ -V  /$*) . -#
(+/. 
" PVP
/#  '$1 -' *!2*-&@/.&!-*(/#*. 2#*- )*/?
/'.*- "0'/ .DPE2#*
!-*(*0/.$ /# 2*-&@"-*0++-*1$ .$)+0//*/# 2*-& $)"*) !*-/#//.&
)DQE2#*!-*(*0/.$ /# 2*-&@"-*0+#. ../*/#  '$1 -' )/
2#/./" .$)/# 2*-&@product’s development?
# . /#-  - '/$*).*-!*-(.*!$)1*'1 ( )/$)/# 2*-&@+-*0/- $./$)/
)) ()" ,0$/ $) + ) )/'4?
)</# 42 - ()" /*" /# -
.'*&<2$/#*)'4/# 2*-&@"-*0+ 1 -#1$)" ../*/# 2*-&@+-*0/
0)/$'$/2.*(+' / ?/# -"-*0+.#' "$/$(/ $)/ - ./$)/# 2*-&*!/# 
"-*0+>/# 4*0' .+*).*-.+4$)"!*-/# 2*-&<0./*$).*!) -'$ -
phase’s- +- . )//$*)*!/# 
<*-.0. ,0 )/0. -.*!/#$.2*-&@group’s work@
+-*0/.?
 0. *!$)+0/ + ) )$ .*-#)" .!-*(0+@./- (2*-&@"-*0+.<
 '$1 -' .2 - *!/ ) '4 ?.$.0.. <.*(  '4.2 - .* 3/- ( )

..*'/ </# 42 - -*++ !-*(- ' . .<$(+/$)"/# 0.$) ... )
!0/0- - 1 )0 ?# )3$ /4)! --*0)$)*(+' / 2*-&@+-*0/./* 
0. 4/# ) 3/2*-&@"-*0+$)/# 
+-* ..2.$)/ ). WV?#$./$*)
' -)$)"+-*% /2.*) $1 !-*(/# )  /*. +-/ *0//# /#-  $./$)/
*0)-4- '/$*). .-$ *1 $)/*. +-/ <*+ ))/-).+- )/
- '/$*).=2$/#/# )/$$+/$*)/#//#$.2*0'$(+-*1 2*-&!'*2 /2  )
2*-&@"-*0+.?
/2.- *")$. /#//#$.2*0''$& '4 *)/$)" )/*)+-*1$$)"
) 2+-* ..!*-()"$)"*0)-4- '/$*).)/# )3$ /4)! -2*-&@
"-*0+.)/# $-( ( -.#*0/.-0/$)4<- 1$ 2)/# .0. ,0 )/
..*$/ -$/$$.(.)""- ..$*)/#/2 -  1$ )/$)/# 2*-&@.4./ (?
@393:3: )&!+")&,%
# *++*-/0)$/4/#/ ( 1$'' /**)0//#$.2.!*-+-*% /
0) -/&$)"/-/ "$
')D
E!*-/# !0/0- 
.0++*-/)  .*!
2#*' .' 0.$) .. +-/( )/WW2$/#$)/# #*' .' 0.$) ..)$/*!?
# - . -# - ( +-/$$+)/- . -# -!*-/# 0-/$*)*!/# +-*% /<

WV.  . /$*).S?T?O?Q<S?T?O?U<S?T?O?OS<T?P?O<T?P?Q<T?P?S
WW*( ./$2#*' .' DE
#+/ -V  /$*) . -#
(+/. 
" PVQ
$)1*'1 $)/# 2*-&@/.&.2 ''.*''*-/$1 '4 1 '*+$)"<2$/#*/# -/ (
( ( -.<24./*()" /# )3$ /$ ...*$/ 2$/#)*+ ))+*-*0.
2*-&@"-*0+*0)-42$/#$/. )1$-*)( )/)./& #*' -.?
#$." ) -/ - 1 )0 *!*1 -LR$''$*)+ -))0(+-*1$$)"
/ ' *((0)$/$*).+-*0/./**/# -*(+)$ .<*!2#*(()42 - - /$'
*(+ /$/*-.*!?#$.2.- ,0$- in TPT’s licence)(*)$/*- 4/# 
$)0./-4- "0'/*-?# #/#-  0.$) .. +-/( )/.>*( ./$2#*' .' <
$)/ -)/$*)'2#*' .' )$)/ -)/$*)'- /$'?''/#-   +-/( )/.2 - /*
*)0/$)+-'' '/# $-*2)
+-* ..< #0.$)".$($'-$)!*-(/$*)
 )"$)  -$)"( /#**'*"4D$)& './ $)<OWVWE?The research’s project2.$)
*( ./$2#*' .' =/# 4#/-$ /2$ /* 1 '*+
<)*)$)" !!*-/.
*)*/#*.$*).?
.$)"/# ( /#*.*+/ $)/#$.+-*% //*()" )2*-&2$/#.4./ ($@
)3$ /$ .</#$.+-*% /.0 ..!0''4 '$1 - 
!*-*( ./$2#*' .' =/# $-
+- 1$*0./2*// (+/.#1$)"!$' ONN?# */# -/2**)0-- )/
+-*% /.
!*-/# */# -/2*#*' .'  +-/( )/.<0.$)".$($'-/ #)$'( /#**'*"4
0/2$/#*0//# .4./ (.+.4#*4)($.*(+*) )/<*/#!$' <)2 - 
)*) ?0-/# -(*- </# *( ./$2#*' .' 
2.0. /*. 0- 
++-*1'!*-LONN($)) 2
$)1 ./( )/!*-/#  +-/( )/?$/#$)/#-  
(*)/#.*!/# *(+' /$*)*!/# 
<2*-&# "0)*)!*0-*!/# .$3

+-*% /.$ )/$!$ $)/# 
?#$.2.- $/ /*/#  3/ ).$1 +-/$$+/$*)$)
/#$. )#) 
+-* ..*!DOE0.$) .. 3 0/$1 .<2#*<#1$)"(*- 

&)*2' " ( /# 
$)1 ./( )/ $.$*).$).#*-/ -/$( !-( =DPE

 1 '*+( )/./!!<'- 4#1$)" /$' 0) -./)$)"*!/# 
)$/.
- *(( )/$*).<(*-  .$'4/&$)"up their project’s work@/.&.?
@393:3;0*+$*0&0%$ &$'&%%+%% %+

)*+ )*0)-4++-*#2./& )4/# 
2*-&@"-*0+2$/#- .+ //*
/# 
/.&?#$.++-*# )*0-" )4$)/ - ./ -*' @#*' -$)/# 

ONN*/#+- 1$*0.// (+/.#*)'40. / #)$'( /#**'*"4<2$/#*0/)4 )"" ( )/+-* ...0#.
.4./ (.+.4#*4)($.*(+*) )/
#+/ -V  /$*) . -#
(+/. 
" PVR
*( ./$#*' .' 2*-&@.4./ (/*// ))42*-&$)"(  /$)"*!/# 
@
+-*% /<*. -1 /# (  /$)").4/# $-+$  *0/2#//# 4.2.2-*)"
*-($..$)"?# *)'4-0' /# . 1$.$/*-.were asked to respect was ‘$!/# 4#)
$..0 *-+-*' (2$/#.*( /#$)"/# 2*-&@"-*0+2.*$)"</# 42*0'!$-./
$.0..$/2$/#/# 2*-&@"-*0+)$/.()" -)"$1 /# "-*0+/$( /*
*).$ -/# $..0 )- .+*)/o them’?
!/# 1$.$/*-./$''- ($) $../$.!$ 
!/ -/# - .+*). </# 4*0'/# ) .'/ /# *) -) 4*)/# 
2*-&@
"-*0+?
In the early weeks of the project, many ‘visitors’ attended the working@(  /$)".
)()41$ 2.2 - *'' / ?# 4-)" !-*(1 -4./$.!$ /*1 -4
concerned about the aspects of the SISP’s work *!$)/ - .//*/# (?*) -) 
*(( )/.>
“we don’t like what you’re doing making billing so much more complicated, 
it’s unnecessary”D@@OSU<<#*' .' 
E
“you are not+" %)'&)+ %)&$+*/ *+ %*0*+$* %+&&,%+3
explain”D@@OST<<*( ./$#*' .' E
“I’m not happy about the impact on customers in ordering services online”
D@@OTO<<*( ./$#*' .' E
“we’re just watching … to make sure ourconcerns are addressed”D@@
OSV<<#*' .' 
E
# . 2 - 1 -4$1$' 3+- ..$*).*!/# ""- ..$1 //&..*( ( ( -.*!/# 
*( ./$#*' .' 
"-*0+2.- )*2) !*-?
“that bunch of ‘boys’ have attacked every initiative my teams have tried t&
progress … they obstruct and destroy”D
@TQ<<#*' .' 
E
“we lose people to the petty and spiteful attacks that go on here”D
@TR<<
#*' .' 
E
“yes, well as you (researcher) say, there is a reputation for rough play … but 
+0*+ ##"'+business ticking over”D
@TN< 3 0/$1 <9
E
	$./*-$''4</# '// -2*0'#1 .$")'' /# /*) *!/# //&."*$)"*)
 #$)/# &.*!/# 
@/ (<0//# 4++ - /*/# - . -# -)/*
*/# -
@/ (( ( -./*)*/ #++ )$)"*0/.$ *!/# 2*-&$)"@(  /$)".?
#+/ -V  /$*) . -#
(+/. 
" PVS
# - 2 - ()4""- ..$1 *0/0-./.$)
2*-&$)"@(  /$)".!-*($)1$/ 
+-/$$+)/.)1$.$/*-.?# . 2 - 2*-& /#-*0"#$))!/ -/# (  /$)".
) 3/ -$)$)" (*/$*)'/*''*)
@/ (( ( -.?# //&.0.0''4
++ - /* )*/# -/ (*-()" --$/$$.$)"*-/-4$)"/*$.- $/# 

@/ ($))// (+//*.#*- @0+/# $- 3$./$)"- .*!*)/-*')$)!'0 ) ?
# *( ./$2#*' .' 2. .-$ . $)"#$"#'4+*'$/$'?
“manager*)DE)$&)# "#0+&',)*,.+ *) +&)+$%
their allies rather than what is right for the department … it won’t be 
against the department, just what is best for them and theirs first”D
@UO<
<9
E
“a lot of turf wars here, they play pretty hard and nasty … we D/ (
( ( -.Etry to stay out of it”D@@OPO<)'4./E

//**&()42  &.!*-+-/$ .$)/ - ./ $)/# 
)$/.*0/*( /*
- *")$. /#//# 
@/ (#.$)"' " )</**(+' / $/.2*-&@/.&=
-/# -/#)+*'$/$'*) ?# 
@/ ($)*//-4/*. 0- (*- +*2 -)
- .*0- .!*-/# . )$*-()" -*)/-*''$)"/# 
@+-*% /?# 2*-&@/.&
2./# 2*-&@group’s grounding reference point?# 2*-&@/.&2./# 
*-$ )//$*)!*-/# $- $.$*).</$*).) #1$*0-?#$.2. 1 )/0''4
- *")$. 4*/# -../# 
@/ (2*-& - .+ /!0''4*)/# *) -).
-*0"#//*/# (*0//# 
?1 -/# (*)/#.<)0( -*!/# $-!$)$)".'.*
$(+'$ .#$!/.$)- .*0- .24!-*(/# . )$*-()" -*1 -.  $)"/# 
=
.#$!/.++-*+-$/ /*/# )  .*!*( ./$2#*' .' ?-*"- ..$1 '4/# 
@
/ ( ( - "- .#*) ./-*& -.?*-()4()" -.$)/#/#$"#'4
+*'$/$') )1$*0.2*-&@.4./ (<#1$)"()" -.)/ (+0//$)"/# $-
2*-&@/.&# *!/# $-*2)$)/ - ./.2.*)!0.$)"?
“I don’t get them at all … other teams you know what they are after, but 
nothing they do makes sense”D@@OPQ<<@
E
“well I suppose they’re doing their job, but they’re doing themselves out of a 
job too”D@@OPU<<@
E
“we trade6off stuff with most people …  you get to know how far you can 
',*3&.$,+0. ## -%&).+5But these folks, I’ve got no idea”
D@@OPR<()" -O<@
E
#+/ -V  /$*) . -#
(+/. 
" PVT
“one of them said to me ‘if I really believed the SISP was the wrong thing to 
&3.*&,# *,**%## % +. ++&#*#’5I can’t do that, I 
don’t want it but going against the business isn’t smart5
+’*#-)
approach … yetthey’re not *$,&,+ +”D@@OPO<()" -P<@
E

)/#  -'4./" .</# 
@/ ()( ( -.2 - 1 -4 3+*. /*-$/$$.(?

)/# $-/4+$'D)*)@.4./ (+.4#*4)($''4$)!*-( ONOE!-( *!2*-&$)"<
/# +- ..0- .)/ ).$*).2 - *)/# */# --*' .)2*-&@"-*0+.2$/#/# 
- .+*).$' 2*-&@"-*0+2$/##*'$)" ..?# 42*0'#1   ))3$*0.
*0//# !$)$)".*!/# 
))4/#- /./#*. - *(( )/$*).(4+*. 
/*/# $-- .*!*)/-*'?# 
@/ (2*0'#1 ! '/.!  #$)$/.*0)-4
2''?	*2 1 -<$)/#$./$*)- . -#$)/ -1 )/$*)—/#$.2*-&@.4./ (
 3+ -$( )/—/# 
@team’s boundaries w - /-).+- )/)*+ )-/# -/#)
2'' !*-/- ..>$!! - )/$/$)"1-$*0.!*-(.*!$)/ -/$*)2$/#*/# -2*-&@
"-*0+.)-*' .-/# -/#)/# /4+$''40)$/-4- '/$*)?
#$.$!! - )/$/$*)*!- '/$*).$( /*OE'*/  '$1 -4- .+*).$$'$/42$/#
/# 
@/ (<2#$'./PE ).0-$)"*+ ) ../*)*)/-$0/$*).!-*(+-/$ .
/#/! '//#- / ) 4/# 
+-* ..)- *(( )/$*).<QE+-*1$$)"
*+ ) ../*/# /#$)&$)"!*-0(.*!/# 
/*.0. ,0 )/2*-&@"-*0+.2#*
2*0'0$'!-*(/#$.2*-&@+-*0/<)RE*+ ) ../*0.$) ..)
-*' .
)"-*0+./#/#.*( *!/# $)!*-(/$*))   $)/# 
/*(& $/)
 !! /$1 - +- . )//$*)*!/# #$"#' 1 '
- ,0$- ( )/.*!/# *( ./$
#*' .'  +-/( )/?
 ( -.*!/# 
@/ (2 - 1 -4)3$*0.*0/ $)".*#$"#'4 3+*. <
1$.$' ).-0/$)$. ?# 4! '/10') -' ) 3+*. /* $)"($.0) -./**
)0)!$-'4-$/$$. 4*/# -2*-&@"-*0+.*-/# $-- +- . )//$1 .?
“they D@
+-*% // (E-)"-)003*0&,&$ %3#-
your desk, in meetings, over coffee … it’s exhausting, depressing … not 
++ %)** -%%)0" *+)*++ing”D@@OPT<
)'4./OE

ONO..  )$)2*-&@"-*0+1$") // .$)#+/ -T
#+/ -V  /$*) . -#
(+/. 
" PVU
“they hang shit on me, and &+)*… they lie about us, they lie about what 
their projects have done, they just lie … I’m prettysure they’re worried their 
)'.&)"% +. ##+ *&-)”D@@OPS<)'4./QE
“she was)0 %,*.++0* 3+)&+$&)%))%* 
.,#+ %*… about her, the team, our managers, our work … they have 
execs for friends, they’re safe –bastards” ”D@@OPP<E
“I get really fed6,'. + +3+) +  *$*3+)** &%3+'& %+#**%**&
 +5
+ %"+0.%++&.),s down so we’ll fail or go away”D@@OPP<
)'4./PE
“we’re a good team, technically good at what we do, they’re political, they 
think anything is fair game”D@@OPT<()" -E
# 2*-&*!()"$)"/#$.) 2+-* ..*! )"" ( )/2$/#./& #*' -.*!/# 

@+-*% /- ,0$- $)/ ).e efforts to have ‘visitors’ work in accord with the 
) 2+-* ..?This entailed many extra meetings to hear ‘visitors’ issues and 
*(+'$)/.)/*2*-&/#-*0"#/#*. 2$/#/# (.#  )0) -/& )//# 
+-*% /’. "$))$)"?#$.2.*) 4/# 
()" -)/# # - +*-/ 
/*?*)/$)$)"/# -* -)3$ /$ .*0//# 
$)$/$''4/**&()4/ ).
*!#*0-. #2  &?
# - 2 - (  /$)"./*..$./1$.$/*-.)./& #*' -./*++- $/ /# ) 2
++-*#)/* +/$ )/2$/#$/=/**)/$)/# $-+-*+ ).$/4!*--$/$$.(*-/*
$.-/#$.) 2+-* ../# 4$)*/4 /0) -./)</-0./<*-++- $/ ?
 "0'-/2$ @2  &'4(  /$)".ONP2 - $)+' /*# '+( ( -.*!/# 
@
/ (- !' /*)<- '$/4@/ ./)!*-(0'/ *+$)" #1$*0-./*/# + - $1 
//&.*)/# (41$.$/*-.?
@/ (( ( -.*0'- !' /*)) 3+'*- 
/# $-2*-& 3+ -$ ) .$)/#$.) 2(* *!2*-&$)"=2*-&$)"2$/#$).4./ ($
!-( 2*-&-/# -/#)/# 0.0'<#$"#'4+ -.*)'$. $)/ -+ -.*)'!-( 2*-&<
 3 (+'$!$ 4.0#*(( )/..>‘she doesn’t like me’, ‘he is a waste of space in 
that job’, ‘I don’t get on with them’, ‘Fred will not get along wit#*)$)/#/
setting’?# .4./ ($!-( 2*-&*!.4./ (.+.4#*4)($.''*2 /# (/*
/#$)& 4*)/# $)/ -+ -.*)'-$/$$.(.)'( /#/2 - #0-/!0')
 (*/$1 ?

ONP- !' /$1 (  /$)"*0' '' 4)4
@( ( -$!/# 4/#*0"#/$/)  ..-4
#+/ -V  /$*) . -#
(+/. 
" PVV
# .4./ ($!-( 2*-&*!2*-&@"-*0+.<2*-&@/.&.)-*' .''*2 / (@
( ( -./*'*/ /# $- 3+ -$ ) .*!2*-&<)/# $-/#*0"#/.)!  '$)".
*0/$/)*/# -+-/$$+)/.<2$/#$)/# 2*-&@.4./ (-/# -/#)%0./.
$)/ -+ -.*)'$!!$0'/$ .?#$. )' )0) -./)$)"/#//# / ).$*).)
+-*' (.-*. !-*(/# 4)($.*!/# 2*-&@.4./ (<*!/ )(+'$!$ 42*-&@
"-*0+.<2#$#+-*1*& $--/$*)'- /$1  #1$*0-./#/$.-0+/ 2*-&@/.&
+ -!*-() ?
/2./#-*0"#.0#( #)$.(./#/)@
+-*+"/ 
'( )-$/$$.(. ! ) ."$)./.4./ ($@)3$ /4?*0)/ -$)"/#$.$)/#$.
+-*% //**&$? 3/ ).$1 ()" ( )/*!2*-&@"-*0+*0)-4) )"" ( )/
2$/# )1$-*)( )/'./& #*' -.<)$$?$)/ ). $)/-@"-*0+2*-&)- !' /$*)
/**+ 2$/#/#  ( -" )/)3$ /$ .?*/#++-*# .( '$*-/ )3$ /4?

=17  %&)+ &%*)
$'+*
=0706 !)#$#$' 
“I’ve never thought about what it is like to work here before … in its total +03
it’s been really helpful”D@
@PN<)'4./<9E
$) *!/# $)/ -1$ 2  .*!! - /#$./4+ *!. )/$( )///#  )*!/# 
$)/ -1$ 2?
/.+ &./*#*2#-$/2.!*-+ -.*)) '/*!$)/$( )
( )/'@.+ /*- !' /*)/# $-2*-&?
)/# /$( +- ..0- <*(+' 3. //$)"<
/# 42 - !*0. *)2#/2.$)!-*)/*!/# (< $/#'' )"$)"*-+$)!0'?*
- '$. /# 4*0'+ - $1 )*).$ -(*- *0//# $-2*-&)/#/$/ 
( )$)"!0'/*/# (<2.) 2)*/$*)?# /$*)- . -#++ -./*#1 
- !- .# /#$.!*-.*( +-/$$+)/.?
=0707 '$"'(*)$#/)$# #/)$	$!#
“Nobody listens to us3')'*.+0&,)& %. ##$"+$+ %"
about it and change how releases go”D@
@RN<()" -< ./$)"E
#$..+ &./*/# #*+ ' ..) ..! '/*0//# *(+- ..$*)*!.4./ (/ ./$)"!*-
- ' . )/# $(+/./#$.#*)/ ./$)"./!!?#$'.//# /$*)- . -#$
*!! -) 2#)) '!*-$)!*-(/$*)*0//# $-.$/0/$*))/# *//' ) &$)
#+/ -V  /$*) . -#
(+/. 
" PVW
/# 
/*- #. )$*-()" -.D/#-*0"#/# - ! - ) @"-*0+E<$/
.#*2 /#/*/# -+/#.*!*((0)$/$*)(4 1$'' ?
“someone to witness what is going down here … perhaps we can’t c% +
but it’s being seen … the crap is easier to take thinking something about it 
will get back to management”D@
@OQ<-#$/ /<9E
#$.( )//#/()" ( )/*0'*( /*&)*2.*( /#$)"*0//# 
+- ..0- .*)./!!)/# $-$(+/.<.*( /#$)") 2/#/()" ( )/#)*/
&)*2)/*/#//$( <+ -#+./#$)"./#/#$./*-$''4#)*/  )' /* 
&)*2)/#-*0"#/#  3$./$)"()" ( )/./-0/0- .)*-$ )//$*)?
“what I’ve learned is that thinkingis very important …  thinking before 
+ %3&).$"$ *+"*555%&++&&$,3,+%&,5We’ve placed 
more emphasis on acting in the past … I insist on it D/#$)&$)"E)&$$0+$
#)*%&.3and also with peers … we move off to our work with be++)
#) +05Work seems to go more smoothly too … perhaps we’)$&)
+ -3&.&,#0&,-)"%&.. +##++&*&%)5,+
+ %".
are”D@@OQR<()" -<9E
# +$/4/*/#$)&-/$*)''4<!*-/$*)<$)/# ! *!''/# 0). //'$)".+ /.
*!/#  3+ -$ ) *!2*-&2.- *")$. 4/#$.()" -.$(+*-/)//*/# $-
+$/4/* )"" - '$./$''42$/#/# 2*-&@.4./ ()/# #'' )" .*!/# $-
/.&.?# ,0*/ - *")$. ..*( /#$)"*0//#$)&$)"/#/#.  )' -) @
!-*(@ 3+ -$ ) ?
/- *")$. /#/$)-*' <*-!*-2*-&@"-*0+.<*-!*-
()" ( )/</#$)&$)")- ($)$)" )"" $)/# /#$)&$)"+-* ..< .+$/ 
 3+ -$ )$)"*)!-*)/$)"!  '$)".))3$ /4<2.)$(+*-/)/+$'$/4!*-
/# $)$1$0')/# '-" -#0().4./ (?' $)DOWRT<OWWUE .-$ /#$.
.// *!($)./#  +- ..$1 +*.$/$*)</# +' 2# - + *+' ) )"" 2$/#
/# - '$/4)/# +*..$$'$/4*!/# $-.$/0/$*)<+' 2# - $)) -2*-')
 3/ -)'- '$/$ .) *).$ - $)- '/$*)/* #*/# -)' -)$)".( ?
# )!  '$)".))3$ /4- ' /* *)/$) 4/# #0().4./ (-/# -
/#)!-"( )/$)"$/D$*)<OWUNE</#$)&$)"!*-/$*)ONQ-/# -/#) (*/$*)''4
- @/$)" *( .+*..$' ?# /#$)&$)"+-* .. .)#*'$)# &/# 
- /$1 $(+0'. .*-)*!/# 2*-&@system’s dynamics, p- ..0- .))3$ /$ .?

ONQ/#$)&$)"!*-/.&
#+/ -V  /$*) . -#
(+/. 
" PWN
-*(/#$)&$)".// *!($)<./!!)..$.//# $-2*-&@"-*0+/*/#$)&-/# -
/#)- /?0#/$*).- '$& '4/*$(+-*1 2*-&+ -!*-() ?
“having him D/# - . -# -E.+ %3&0&,+ %" +$"*,*$&)
+&,+,#3
&5 %&*)-3 *+ *.+
.%++&"%&.%&,+$
professionally … it reminds me to do better”D@@VP<)'4./<9E
“yeah, it does I suppose, it’s like someone is actually taking an interest i%
what we do … he sees our efforts and our troubles with all this stuff” D@@
VP<<9E
)*.$*).2# )/# 2*-&+' @*. -1/$*).(*1 $)/*/# 2- ) ..*!
/#*.  $)"*. -1 <+-)*$2.) 1 -*1 -/'4 1$ )/ONR?
)/#$.. </# 
*. -1  .2 -  3+ -$ )$)"+*.$/$1 /-).! - ) !-*(/# *. -1$)"
+- . ) *!/# *. -1$)"- . -# -?
/.  ( /*  3+ -$ ) .
 ) 1*' )/< 1 )-$)"+- . ) = $)"# '$)($)2$/#+*.$/$1 - "-<
#1$)"/# $-2*-&@'$! 2$/) .. ?$)& /*/#$.2./# $-- '$./$*)/#/$/
- ($) /# (*!/#/+-/*!/# $-+-*! ..$*)'. '!/#/2)/ /* $/. ./?
#$.#.- .*)) 2$/#/# OWPN.	2/#*-) 3+ -$( )/<2#$# (+#.$. 
/# .*$*@+.4#*'*"$'.+ /.*!#0() #1$*0-$)"-*0+.) )/ -+-$. .
D4*<OWQQ<-.*).<OWURE?# )2*-& -.&) 2/# 42 -  $)"./0$ <
2# ).*( *) 2./&$)")$)/ - ./$)/# $-.$/0/$*)<$/#+*.$/$1 $(+/
*)/# $-2*-&+ -!*-() )*0/+0/?#$.$.!*-(*!+.4#*'*"$'#*'$)"
D$))$*//<PNNSE<2# - /# *. -1 -.4(*'$. ./*/# *. -1 </#/+-/*!
/# (. '! // -' /**+ 2$/#/# )3$ /$ .*!/# 2*-&@.4./ (?
“*ome things we have to work through as a group, they can’t just be 
delegated and approved”D@@OQP<<-*0/$*)E
=0708 !)#$###
# @Council’s principal way of working was that nearly all solutions were 
!*-(0'/ *0/.$ *!the management group’s meetings, through a series of 
$'/ -'- '/$*). /2  )()" -.?# . .*'0/$*).2 - /# ) )*-. D*-
)*/E4/# *0)$'?# 4-- '4 )"" $)/# -*0./$.0..$*).)  ..-4/*

ONR+-)*$- .+*). #  ))/$$+/ .+*..$' - .+*). 4.*( ./!!/* 3/ ) + -$*.*!
*. -1/$*)<0//# - 2 - )*.$").*!+-)*$<)"-4<+ -. 0/ - .+*). ./*/# *. -1/$*).
#+/ -V  /$*) . -#
(+/. 
" PWO
!*-(0'/ .*'0/$*).$)/# *0)$'(  /$)".?*-.0#(  /$)"*!()" -.
2*-&$)"/*" /# -/*!$).*'0/$*)./**-")$./$*)'+-*' (.)/*#**. *) 
/*/*)<- ,0$- /# +$/4)2$''$)") ../*/*' -/ -)" *!$ .<.*( 
*!2#$#(4#1 .  ( 2-*)"*-  )*)!-*)/$)"/**) *-(*- *!/# (=.
2./# . /*/#*. $)1*'1 $)/# - ! - ) @"-*0+?0/.0# #1$*0-<2# )
- /$1 .$..0(+/$*) #1$*0-.*0' *)/$) <''*2 ' -)$)"$)/# 
group and of the group to occur, increasing the group’s capacity to cope with )
.0-1$1 $.*-)*)!'$/.?
“as a manager, I have to push back on the ridiculous demands, things that 
can never be achieved, it is possible”D@@OQS<()" -<9E
#$.()" -</#-*0"#- !' /$*).*)/# 2*-&$)"@)*/ <#*( /*- *")$. 
/#//# $-)/# $-2*-&@group’s reality, experience of work,(// - )
)   /*  3+- .. )/* 1$'' /*/# 
2*-&@system’s decision 
(&$)"!*-0(.?'$)'4 +/$)"$- /$*)/#/2.$)*)"-0*0./*/# .$/0/$*)
/# "-*0+2.$)<.0++*-/ /#  3$./$)"$./*-/ 1$ 2.*!2*-&+-*"- ..)
2*0''$& '4- / !0-/# -$.*- /2  )2*-&@"-*0+.)$.-0+/$*)/*/# 

?
“I’ve been working with my teams differently since the working note, it 
$"* )%"%&. %.+" %*&*+, * %+")&,%)0
+&',*+$*&-r the edge … I have no real evidence3,+
+ %"+0)
working more steadily, getting more done”D@@OQT<< ./$)"E
 *")$.$)"/#/$)!*-(/$*)!-*(/# 2*-&$)"@)*/ 2.0. !0'$)()"$)"/# 
+- ..0- .2*-&@"-*0+.2 - !$)"=/#/- !' 3$1 /<$)/ -+- //$*).)
2*-&$)"@#4+*/# . .*0'(& +*.$/$1 *)/-$0/$*)/*()"$)"2*-&@
"-*0+.<$)- .$)"/# $-+ -!*-() )- 0$)"$.-0+/$*)))3$ /4?
“working like this has real possibilities … most'&'#/'++
+&
%&%3,+ +**,5Other managers just haven’t been able 
+&&*+),+ +# "+0,*,##0.&,#5I don’t really understand how … but I 
want to”D@@PNW<<#*' .' 
E
#$.. )$*-()" -)*) *!# -$- /- +*-/. )-*'' /# !*''*2$)"4 -$)
(./ -. "-  $)++'$ .4./ (.+.4#*4)($.?*./"-0/ ./042.
)*/.*( /#$)" $/# -*!/# (#+')) /*0) -/& +-$*-/*/# 
+-*% /?
#+/ -V  /$*) . -#
(+/. 
" PWP

=18 + &%*)) + &%*
.$.0.. $)#+/ -R</$*)- . -#DE$.)+/$1 ( /#*?
/$.
- !' 3$1 <2$/#$) #4' - @ 1'0/$)"/# *-- /) ..*-- ' 1) *!/# 
- . -#,0 ./$*)<+0-+*. *-"*'$)/# '$"#/*!/# /)!$)$)"./*/ ?
#$.- . -# ")2$/#) ),0$-4$)/*/#  !! /./#/"-*0+4)($.#*)
$)!*-(/$*).4./ (,0'$/4?#/2. 1$ )/$)/# !$-./4' 2 - /# 
 !! /./#/"-*0+4)($.#*)/# +-* ..*!
 1 '*+( )/</# +-* ..
- .+*).$' !*-#$"#*-'*2$)!*-(/$*).4./ (,0'$/4?
/ ( ' -/#/2#/
*0-- $)/# 
2.-$/$' / -($))/*!
,0'$/4?#$'.//#$.2.
' - $.$*)<$/2.--$1 /"-0''4/#-*0"#/# ($-*%0./( )/.2$/#$)
4' /#/$)/ -+- /$1$./D0-- '')*-")<OWUWE<'$)$'- . -#D -")
($/#<OWVSE<$))/$*)- . -#!-( 2*-&< )' .?# (/$,0 ./$*).)
/#- .*!,0 ./$*).2 - - !$) ?*,0 ./$*).2 - -*++ <0//# $-
 (+#.$.#)" $)'$"#/*!/# "-*2$)"&)*2' " *0//# 2*-&@.4./ (?
#  $.$*)/*(*1 +- *($))/'4$)/**. -1/$*).$)/# . *)./" *!/# 
- . -#<-/# -/#)(*- $)/ -1$ 2.<2.- @ 1'0/$*)*!/# 2$/#/# 
- ! - ) @"-*0+?
/.  ( /#/the research plan’s extra cycle of interviews 2.
*1 -@ )"$)  - ?
/'.*- *")$. /# #)"$)"$-0(./) .*!/# - . -#@
#*./?//#  )*!/# !$-./4 -<$/2.' -/#/)9
2 -  $)"
-$''4- .#+ ?# - ! - ) @"-*0+! /# 1 -4- '+-*.+ //#//# 
- . -#@#*./$)/# !*-($/2.&)*2)<2*0'$.++ -?#$.+-*1 /* /# 
. ? $)"' /*%0.//# - . -# .$").+-/*!/# - . -#
( /#**'*"42.1$/'/*+/$)"/*/# #)"$)"$-0(./) .*!/# #*./)
*)/$)0$)"/* ),0$- <0) -./))*)0/$)/ -1 )/$*)./*- ...*( *!
/# #'' )" .+*. 4/# 
2*-&@.4./ (.4)($.?

=19 ,$$+ &%
# /$*)- . -#2.. *)-4</ (+*--4./-0/0- $)/# 2*-&@.4./ (?
/
#/.&/* ),0$- <$)/ -+- /)$)!*-(/# +-$(-4./-0/0- .*!/# 2*-&@
#+/ -V  /$*) . -#
(+/. 
" PWQ
.4./ (</# )/*$.++ -?It provided ‘new’ information to the work@.4./ (
*0/$/. '!<$/(* '' '/ -)/$1 24./* )"" 2$/#$)!*-(/$*)<2*-&@
"-*0+.)-*' .<)$/.#*2 ) 2$)/ -1 )/$*)./*( $/ $.-0+/$1 2*-&@
.4./ (4)($.?
# 2*-&@.4./ (*0'$)/# !0/0- - @/$1/ .$($'-/ (+*--4./-0/0- =/*
"$) ),0$- <$)/ -+- /)$)!*-(*0/- '$/$ .)*/*1$*0.*-1$.$' /*
()" ( )/$)/# # /*!- '$.$)"/# 
 1 '*+( )/’s+-$(-4@/.&)
+ -!*-() "*'.?# /$*)- . -#+-*1$ - !' 3$1 +$'$/4/*/# 
2*-&@system and a capacity to identify interventions to ‘improve’ the psycho@
.*$'4)($.$.-0+/$)"/# 2*-&@.4./ (?# $ *!‘/ (+*--4’2.)
- ($).$(+*-/)/>)4.0#./-0/0- ..+ -() )/! /0- .*0'*1 -2# '(
*- 3#0./2*-&@.4./ (2$/#- !' 3$1$/4?
#+/ -W  *)'0.$*) 
" PWR
")-+B ('%.,#('
#$./# .$.#. 3+'*- /# *)) /$*) /2  )
+ -!*-() )/# 
4)($.*!2*-&@"-*0+.+-/$$+/$)"$)/# 
 1 '*+( )/+-* ..D
E?
/
#.'**& /*).$*0.)0)*).$*0.4)($.*!/#$.+-* ..<).*0"#//*
0) -./)/# "-*0+4)($.*!1 -4'-" <*(+' 3 )/ -+-$. .?# - . -#
#..#*2).$")$!$)/ 1$ ) !*-/# +- . ) *!.4./ ($@)3$ /$ .$)/# 

2*-&@.4./ ()/#/.4./ ($@)3$ /$ .) "/$1 '4$.-0+/<!*-+ -$*.*!/$( <
2*-&@groups’ task performance as they react to threats perceived to challenge 
/# $-$(( $/ .0-1$1'?.$..0(+/$*)(*  #1$*0-.D$*)<OWTOE
/ (+*--$'4- 0 /# .*+ *!/# /#$)&$)")2*-&@/.&+ -!*-() *!/# 

2*-&@"-*0+.?
)$1$0'.)2*-&@"-*0+. *( $./-/ $)/# $-
/#$)&$)") )"" ( )/2$/#- '$/42# )*)!-*)/ 4./-*)" (*/$*).)
)3$ /4$)/# $- 3+ -$ ) .*!2*-&?
Shifting a group’s mentality or state from unconscious, defensive re@/$*)/*
/#$)&$)"!*-*).$ - /$*)<2$/#$/. 1 )'4*).$ - // )/$*)<$.-$/$'/*
- /0-)$)"2*-&@"-*0+./*+-*0/$1 +-/$$+/$*)$)2*-&@/.&.?#$)&$)"2$/#
// )/$*)*)/# 2*-&@/.&$./# )/$/# .$.*!/# $./-/ /#$)&$)"*((*)/*
.// *!0)*)/$) )3$ /4?
# - $.&  )$)/ - ./$)$ )/$!4$)"/# !/*-./#/#-/ -$. +-*' (.$)
/# 
 1 '*+( )/+-* ..)
+-*% /!$'0- )$)!$)$)"" ) -'$.' 
.*'0/$*)./*/# (?#$..  ($)"'4- .*)' #*+ $.)71 ?
/$.*).$./ )/2$/#
-/$*)'$./1$ 2./#/ 1 -4/#$)") &)*2)).*'1 ='.*2$/#/# 
- . -#!$)$)"/#/)*/@&)*2$)"0. .)3$ /4?*./2*-&@"-*0+.$)1*'1 $)
/# 
./-0""' //$( .2$/#/# "-*0+4)($.).4./ ($@)3$ /4$)
?#/2.$.-0+/$)"2*-&/*) /$( 2*0')*/ /# .( /#$)"/#/
$.-0+/ 2*-&/)*/# -/$( ?# . +.4#*@.*$'!/*-.++ -)*//* 
" ) -'$.' //# *% /@' 1 '?#$.*% /@' 1 '$.- +- . )/ 4/# 
.4(+/*(—/# 4.!0)/$*)'"-*0+ #1$*0-</# +- . )/$)"+-*' ()/# 
0. ?0/2#/2.*((*)-*...4(+/*(.2./#//# 42 - - /$*)./*
 3+ -$ ) .*!./-*)" (*/$*).42*-&@"-*0+.)/# ..*$/ $)/ ). 
#+/ -W  *)'0.$*) 
" PWS
)3$ /4?//#$.( /@' 1 '</# +- . ) *!0)*)/$) .4./ ($@)3$ /42./# 
" ) -'$.' +.4#*@.*$'!/*-/#/*0' //-$0/ /*
 1 '*+( )/
!$'0- ?
	/# . 4)($.  )*).$*0.)1$'' !*-/#*0"#/4()" ( )/
)2*-&@"-*0+.<$/$.'$& '4/# 42*0'#1   )!$3 ?# . 4)($.2 - 
 $/# -0)*. -1 *-()" ( )/2.0)*).$*0.'4<*''0.$1 '40"#/0+$)
/# (?*'0/$*)./*&)*2)+-*' (.)" ) -''4 !*0)</-$'' )
 +'*4 ?2- ) ..*!/# . 0)*).$*0.4)($.<)/# +-*' (./# 4
0. <2.0)1$'' /*/# 2*-&@.4./ (<()" ( )/)2*-&@"-*0+./*
/#$)&*0/*-/*!*-(0'/ .*'0/$*).?# 0)*).$*0..+ /.*!2*-&#1 /*
 ( 1$'' /*/# -/$*)'/#$)&$)"+-* .. .*!/# 2*-&@.4./ (?#$.$.
2#/.4./ (.+.4#*4)($..  &./* 3+'*- )*$)2*-&@.4./ (.
D-(./-*)"<PNNSE.0#.?
#//#$.- . -##.$ )/$!$ 2./#/>
OE (*/$*)))3$ /4- $) 1$/' 4@+-*0/.*!/#  3+ -$ ) *!
2*-&<
2#$#))*/ ./*++ !-*( ( -"$)"0/) $/# -.#*0'/# 4 ! - 
PE (*/$*)))3$ /4*!! //# // )/$*)) )"" ( )/*!
2*-&@
"-*0+.*)/# $-2*-&@/.&.
QE2# )/# )3$ /4@'*$./**#$"#<2*-&@"-*0+.+-*/ //# (. '1 .!-*(/#*. 
/#- / )$)" 3+ -$ ) .?# 4./*+*$)"/# $-2*-&@/.&.)*/#$)"./#/
.0++*-//# $-$./- .. .// = ! ).$1 <)*)@/.&/#$)"./*()" /# )3$ /4<
$./- ..).0-1$1'
RE$)/#$..// </# 4- 0)+-*0/$1 ))*/+ -!*-($)"/# $-2*-&@/.&.*-
0$'$)"/# $- '$1 -' .
SE/# 42$''./4$)/#$.$.-0+/ <0) -+ -!*-($)".// 0)/$'/# )3$ /4'*$)
/# $-2*-&@.4./ (' .. ).*-0)/$'/# $-- .$'$ ) $)- . .?
# - . -#,0 ./$*)..*0"#//* 3+'*- .0#4)($.?# ).2 -.!*0)- 
-2)/*" /# -!-*(/# $.0..$*).$) -'$ -/#+/ -.?

#+/ -W  *)'0.$*) 
" PWT
>16 %*.) %+*),*+ &%*
>0606  '"'.('*()$#
#$.- . -#,0 ./$*)0) -+$).''*/# -,0 ./$*).?
&+,%&%* &,*0%$ *&.&)"6)&,'*++')&**&
 %&)$+ &%*0*+$-#&'$%+7
#+/ -.S/*V+- . )/ 4)($.2$/#$)) /2  )2*-&@"-*0+./#/
$.-0+/ /# 
 1 '*+( )/+-* ..?#+/ -.T)U (*)./-/ /# . 
4)($.- '$& '4/*  '*2/# ' 1 '*!*).$*0.2- ) ..*!"-*0+
( ( -.*-/# 2*-&@"-*0+?# *)!'$/.<'( )$.-0+/$*)/#/2*-&@
"-*0+.*!/ )0. 2 - -- '4*) .*$)/ )/$*)''4? ) -''4</# 42 - /# 
*). ,0 ) .*!- /$*)./*/# /#- / )$)"!  '$)".))3$ /$ ."-*0+.
 3+ -$ ) $)/# 
2*-&@.4./ ()!-*(/# $-2*-&@/.&.?
)#+/ -V</# 
. *)/$*)' -)$)"+-*% /.#*2 /#/.0# ! ).$1 <- /$1  #1$*0-.
*!
2*-&@"-*0+.) *)/$) )(* -/ <''*2$)"2*-&*)/# /.&/*
 - @ ./'$.# ?
>0607  $#('*()$#
)+),%&%* &,*0%$ *+++.&)"6)&,'* %-&#- %

-#&'$%+%)+*.&)"6)&,'*+0%/ +03# %+$
+&/  +%* -- &,)* %+ ).&)"*++ %7
#+/ -.T)U .-$ .*( *!/# ()4 3(+' .$)/# /*! ! ).$1 
 #1$*0-./#/2 - *((*)+' $)?3(+' .-*'4*).$./ )/2$/#
.$..0(+/$*)(* *!"-*0+ ! ) .D$*)<OWTOE).*$' ! ) .
D )5$ .<OWUNE2 - #$"#'$"#/ ?# .4./ ($@)3$ /$ .)/# +- ..0- .)
/ ).$*)./#/+-*1*& /# (2 - $.0.. -*../# !*0-/#+/ -.?# 
) 3/!*0-. /$*).>joining with the enterprise’s purpose and narratives; the 
$)/ ).$/4*!)3$ /4$)
 1 '*+( )/=/# 0). //'$)".// *!)*/@&)*2$)"=)
/# '$)& /2  ))3$ /4)/#$)&$)"< ) 1*0-/*-$)"/*" /# -()4*!/# 
- . -#!$)$)".?

#+/ -W  *)'0.$*) 
" PWU
A393:39 ))+ -*%& % %
# ./*-$ .2*-&@"-*0+./ ''/*/# (. '1 . 3+'$)/# $- 3+ -$ ) .*!2*-&<
/# 4-  )/-'/*#*2)--/$1 .)$ )/$/4- 0$'/0+$)2*-&@.4./ (?
# 4- +-/*!#*2( )$)"$.!*-( )*((0)$/ /#-*0"#/# 2*-&@
.4./ (? )$)".2 - *)/ ./ )) "*/$/  /2  )2*-&@"-*0+.?
1 )/0''4 -/$))--/$1 .)( )$)".( /**($)/ ?	*2$)'0.$1 
/# 42 - *!/# 2#*' .4./ ( + ) *)2# /# -/# 42 - )*/%0./ +/ 
+0'$''4<0/'.* +/ +-$1/ '4<outside of the ‘public view’?*($))/
narratives form and carry the collective identity; as with CBAA’s “.# -)”?
#$.#$(+'$ 1'0 .*!*)@/$( <2$/#$)@0" /<)/*@.*+ ?# *($))/
)--/$1 +0.# *0/' .. -)--/$1 .<$(+*-/)/*)'4/*.0@"-*0+.?
--/$1 .+'4 )$(+*-/)/+-/$)- +- . )/$)")/-).+*.$)"( )$)"
-*../# 2*-&@.4./ (?#$.$.. -//$*)#.*).$ - /# ) "*/$/$)"*!
( )$)"-*../# *(+' 3)$1 -. ').+ *!
 1 '*+( )/2$/#$/.
1-$ 2*-&@"-*0+.?
)$/.(*./+-$($/$1 !*-(<#*20.$) ..$ $. 1 '*+ 
$)/*$)!*-(/$*).4./ (. + ).*)/#  3#)" . /2  )/# 2*-&@"-*0+..
$/2.+.. !-*(*) "-*0+/*/# ) 3/< #2$/#/# $-$!! - )// #)$'
$)/ - ./.< 3+ //$*).))  .?/-$) $)/ -@"-*0+- '/$*).*0'1 -. '4
!! //# '-$/4*!2#/2. 3#)" ?
)/#$.24*-$"$)'( )$)".2 )/
2-4<2$/#/# 0$'/.4./ ()*/(  /$)"/# *-$"$)'0.$) ..$ ?#$.2.*) 
*!/# +-*' (./#/*0-- 2# )2*-&@groups’ thinking, ideas, and mean$)".
2 - $.-0+/ 4.4./ ($@)3$ /4?
--/$1 .*)/-$0/ /*/# +-* ..*!%*$)$)"<2# - + *+' %*$)) )/ -+-$. 
)$ )/$!42$/#$//*1-4$)" "-  .?) %*$) </#  )/ -+-$. 0.0''4+4.
/# ()$)*( <*)/-$0/ ./*/# $-.//0.)+0-+*. <)+-*1$ ./# (2$/#
*++*-/0)$/$ .!*-- '$.$)"/# $-+*/ )/$'?#$.$ )/$!$/$*)*(+' ( )/./# $-
$)$1$0'$ )/$/4?0//#$)".#++ )/#/#'' )" /# $ )/$!$/$*)2$/#/# 
 )/ -+-$. >- *-")$./$*)<()" -#)"$)"/# $-!*0.!-*(,0'$/4/*
+-*!$/*-/-0./ +  -' 1 .?0# 1 )/.#'' )" /# *)"*$)"+-* ..*!- @
%*$)$)"=2# - /# *!/ )0)*).$ - #*$ *!- ($)$)"!!$'$/ 2$/#)
( ( -*!/#  )/ -+-$. *-"-*0+$.( ?
#+/ -W  *)'0.$*) 
" PWV
# . - +.4#*'*"$'/ ./$)"+*$)/.<2#$#- '-" '40)*).$*0.<-*0)
 1 )/./#/#'' )" $ )/$!$/$*)2$/#/#  )/ -+-$. )$/.+0-+*. <.0#.
2# )./!!( ( -$.)*/.0- /# 4"-  2$/#+-/$0'-$- /$*)/# 
 )/ -+-$. $./&$)"?This was seen in the dissonance between the CBAA “we 
deliver” narrative and the experience of system@/ ./$)"./!!?.*/# -
/ (.
!$' /* '$1 -* *)/$( <.4./ (@/ ./$)"2 -  3+ / /*2*-&)$"#/.)
2  & )./*/#0+!*-/# .  -'$ -!$'0- .*!*/# -2*-&@"-*0+.<$)*- -/*
 '$1 -/# - ' . *)/$( ?#$..*- '4./-$) /# $-$ )/$!$/$*)2$/#?
 @%*$)$)"$.)*/"0-)/  ?!/ )( ( -.2$/#-2<$)($)*-*4?
# )--/$1 .- $(+*-/)/<0/$!/# 4- )*/$)'0.$1  )*0"#</ ).$*).
 ( -" ?0-+*. 2.$(+*-/)/!*-()4./!!?# - /# 2*-&@system’s 
+0-+*. $)*/!$/2$/#$)$1$0'$ )/$/4*-1'0 .<+#4.$'*-( )/'
2$/#-2'!-*(2*-&@/.&. 1 )/0/ ?*$)$)"$.(*- .+ $!$))0) 
/#)/# $ *!/# +.4#*'*"$'*)/-/D#+()<OWWWE$) (+'*4( )/?
*$)$)"<)- ($)$)"%*$) <$)1*'1 .0)*).$*0..2 ''.*).$*0.
( )$)".>$/ )"" ./# .4(*'$<2$/#)--/$1 .)/# $-.4(*'.
+-*+"/$)"/# 0)*).$*0.(*/$1/*-.!*-- ($)$)"%*$) ?
# )+ -.*)%*$).) )/ -+-$. /# 4 ' "/ /# $-0/#*-$/4@/*@//*/# 
 )/ -+-$. !*-/# /$( *!/# $- (+'*4( )/= ?"?W(/*S+(<!$1 4.2  &?
#  )/ -+-$. </#-*0"#/# -*' $/..$")./# (<- @ ' "/ ./#/0/#*-$/4@/*@
//2*-&&/*/# (> ?"?()" -<' $)" -/$)"-*0+.<./!!)
!0)/$*).=*-' ) -<$)#-" *!&  +$)"- .' )?# 4 3#)" /# $-
0/#*-$/4/*/!*-"$1 )+ -$**!/$( /*/#  )/ -+-$. )$/- ''*/ .
,0)/0(*!0/#*-$/4/*/$)$/.)( &/*/# (D#//*+#4#)
'#*/-<OWWOE?0#0/#*-$/4) ($.0) -./**<($.0. *-
0)*).$*0.'4*--0+/ 4- /$1  ! ).$1  #1$*0-?

A393:3: 
-#&'$%+*	0')4%/ &,*++ %
) *) +/0'$. .#4+ -@)3$*0.. //$)"?
/- "0'-'4#
$)/-/' / ).$*). /2  )2*-&@"-*0+.?# - !*-( )*1 -@. ).$/$1$/4/*
#+/ -W  *)'0.$*) 
" PWW
$.++*$)/( )/)/*'( (*)".//# 
)0.$) .."-*0+.?# /0-(*$'*!
 '4.(*$'$. ""- ..$*)<)/**0)/ -/#$.<. *!+..$1 *-
""- ..$1 /$*). ).0 ?1 - 3/ ) + -$*.*!/$( <()4"-*0+. ( 
#$"#'41$"$')/)"0- < 3+ /$)"-$/$$.(<'( )//&.!-*(*/# -.?
This heightened vigilance and sensitivity contributed to CBAA’s over@)3$*0.
$.+*.$/$*))0/$*0.) ../#/- .0'/ $)# &.*)+ -!*-() ?
#-  */# -!/*-.*)/-$0/ /*/# $)/ ).$/4*! (*/$*)))3$ /4$)/# 
2*-&@.4./ (>($"0$/4</.&)/ #)*'*"4*(+' 3$/4<)#0"  1 '*+( )/
*./.?#- / /# $-*2). /*!- '$./$2*--$ .))3$ /$ .<0/2# )/# 4
+ & /*" /# -</# 4(+'$!$ /# $)/ ).$/4*! (*/$*).))3$ /4<- /$)"
#4+ -@)3$*0.2*-&@.4./ (?

 1 '*+( )/$.*!/ )*).$ - +0- '4 )"$)  -$)"+-* ..</#/$/) 
defined clearly and ‘known’ D	$-.## $( /'?<OWWSE=/#$.1$ 22./$1 $)
?
)- '$/4<
 1 '*+( )/$.( ..4<0)' -)($"0*0.?# ( )$)".
*!)$)$/$/$)"0.$) ..$ $)1-$'4( )$!! - )//#$)"./*$!! - )/
+-/$$+)/.>+-*0/@()" -<0. -<0.$) .. 3 0/$1 <- ,0$- ( )/.)'4./<
 .$") -<* -</ ./ -?# . ( )$)"../*)/# .#$!/$)".).*!1*'/$' 
(-& /*)$/$*).?0#($"0$/4++'$ ./**/# -*% /.$)/# .*!/2- 
 1 '*+( )/+-* ...0#.*) +/.<+').)+-*"- ..?$./*-/$*).)
1-$) .$)( )$)"(0./ - .*'1 $!
2*-&$./*(  /0.$) ..
 3+ //$*).?($"0$/4*).0( ./$( <+-*0 ../-*)" (*/$*).<)
" ) -/ .#$"#' 1 '.*!.4./ ($@)3$ /4?

)/#$.. ./04<
2*-&*0-- $)1 -4*(+' 32*-&@.4./ (*!2*-&@
"-*0+.<-*' .)/ #)$'/.&.?# 2*-&+-*0 *(+' 3. /.*!*0( )/.
 .-$$)"/# .4./ (#)" .!*-.*!/2- - ' . =$)'0$)"#)" ./*/# 
'- 4*(+' 3$)/ -- '/$*).#$+. /2  ).4./ (.<0.$) ..$)$/$/$1 <)
0.$) ..0)$/.?#$.!! / OQN$)!*-(/$*).4./ (.$)(4-$*!24.<2$/#
/#*0.).*!/$)/ -! . /2  )/#$.""'*( -/$*)*!++'$/$*).4./ (.
)/ #)*'*"4+'/!*-(.?
/2.) 3/-*-$)-4<*(+' 3. //$)"?
#+/ -W  *)'0.$*) 
" QNN
# *./*!
 1 '*+( )/$.1 -4#$"#?
)/#$.. <-*0)LO$''$*)2..+ )/
 #4 -*)) 2.*!/2-  1 '*+( )/!*-ONN@OSN0.$) ..$)$/$/$1 .?# - 
2 - !0-/# -*./...*$/ 2$/#($)/$)$)")0+"-$)"*(+0/ -
#-2- ?
 +-/ '4< #-*0. .$")$!$)/2*--$ .))3$ /4!*-/# "-*0+./-4$)"/*
*)/-*')*@*-$)/ 
 1 '*+( )/?*($) </# 4( !*- 3/- ( !'.#
+*$)/.$) (*/$*)'$./- ..$)
2*-&@"-*0+.)/# $) 1$/'  !! /.*!
$)- . )3$ /4<"-*0+ ! ).$1  #1$*0-)4.!0)/$*)<) "/$1 '4
!! /$)"
+ -!*-() ?
/.$)$'$/4*1 - 3/ ) + -$*.*!/$( /*-$)"
/# . .$/0/$*).0) -*)/-*'.0"" .//#/2.*+ -/$)" 4*)$/.
+$/4/*()" *(+' 3$/4)'$ )/ 3+ //$*).=+*..$'4/-4$)"/*
*+ -/  4*)/#  " *!#0()+$/4/**-")$. *(+' 3$/4?

A393:3; %&. %2&+4%&. %%&$ %+&%&.
# - 2../-*)"$.+*.$/$*)$)/*2-.&)*2$)">#1$)".*'0/$*).<
).2 -.<)24.!*-2-?2*-& !-*(-/$*)'$./) )"$)  -$)"
!-( 2*-&?
 1 '*+( )/2.*).$ -  -/$))&)*2' ?#$.2.)
$''0.$*)- / 0.$)"( /#**'*"4)*/# -/**'..!*-(*!.*$' ! ) 
D./ ''<OWWTE?
+-*! ..$*)'.- $)/# 0.$) ..*!/ #)$'.*'0/$*).?
).2 -.- ,0$- &)*2$)">2#4$/#/#++ )B#//**)*2B	*2/**$/B
# 4)/# $-0.$) ..'$ )/. 3+ //# (/*#1 ).2 -.?*/@&)*2$)"2.
$./0-$)"?
/0. )3$ /42#$#$)/0-)$.-0+/ +-* .. .of ‘coming to 
know’; a ‘negative capability’ D- )#<PNNOE/#/- ,0$- . $)"' /*.$/2$/#
0)*(!*-/' !  '$)".)- ($)!*0. *)/# 2*-&@/.&? ()$)"/#/
“we must know”, in the face of not knowin"<$.+-*0/*!+-)*$@.#$5*$
.// *!($)<)3$ /4) ! ).$1 "-.+$)"!*- -/$)/4?The view “we don’t 
&)*2<0/+ -#+.2 )ome to know” in the face of not@&)*2$)"<*( .!-*(
 +- ..$1 .// D' $)<OWUSE*!($)<2# - )3$ /4$.*)/$) )/# 
2*-&@"-*0+$.' /*// )/*/# 2*-&@/.&</#$)&)/*' -/ *(+ /$)"
$ .?
#+/ -W  *)'0.$*) 
" QNO
	$./*-4—an enterprise’s past—$.$(+*-/)/D*''.<OWVUE 0. $/!0 '.()4
*!/# 0)*).$*0.4)($.*!/# 2*-&@.4./ (? *+' )"-*0+. *( 
./0&D$)/# $-$)) -@2*-'E$)/# +.//#-*0"#'*)"!*-(  ! ).$1 -*0/$) .
D-"4-$.<OWWNE))*./'"$$./-/$*)=/# *). ,0 ) *!0)*)/$) 
)3$ /4$)/# +- . )/?) -./)$)"0-- )/4)($.<2$/#/# $-+-*" )$/*-.<
+- . )/.*++*-/0)$/$ .!*-./!!)2*-&@"-*0+./**( /*&)*2) 2/#$)".
)/*.#+ ) 2/$*)./#//-). )/# $-+./?

A393:3<  %" %%%/ +0
2*-&@"-*0+"-$++ 4.4./ ($@)3$ /4)#1$)".#$!/ $)/*.$
..0(+/$*)( )/'$/4<$)$/. 3/- ( $.)'*"*0./*/# +-)*$.#$5*$.// 
*!($)$))$)$1$0'?
)/#$..// <+-* .. .*!// )/$*))-/$*)'/#$)&$)"
- . 1 - '4$(+$- ?# "-*0+ *( .-$"$)!$3 $)$/.1$ 2.<0)' /*
*(+- <*)/-./*-( )$/.1$ 2.*)/.&(// -.2#$'./$)/#/.// ?
#$)&$)"$.-$/$'/* )""$)"2$/#/# .#- - '$/4*!2*-&.$/0/$*).?
// )$)"/*/#  (*/$*)' 3+ -$ ) *!"-*0+)2*-&@'$! <2#$'./)*/ $)"
*1 -2# '( 4$/< )' .(*- - '$./$ )"" ( )/2$/#.#- - '$/4=/# 
+*..$$'$/4/*.*'1 /# +-*' (.+- . )/ 4/# *-")$./$*)'/ --$)?

>0608  '('*()$#
))+ &%# *+% %) %')&***0+$*#-**,  %++&&%+)&#%
$%#)&$'#/
-#&'$%+*+&*,**,#&%#,* &%*7
# #-*)$)/0- *!
+-*% /!$'0- </#/$/#.*)/$)0 /1 -4#$"#' 1 '.
*1 -()4  .)/#/$/#.*0-- -*..''$)0./-$ .D-' 4<PNNPE<
$.' -$)$/$*)/#//# -/$*)'$./++-*#D.$/ 3$./.0-- )/'4E'*) $.
$).0!!$$ )/?1 )2$/#/# 0/*(/ /**'.)( /#*.</# . $../ -.
*)/$)0 D2$1 $ /'?<PNOSE?
- . -#/ )./*'**&(4*+$''4//# 
+-*' ( ' ( )/4 ' ( )/<!-*(.$)"' - *! 3+ -/$. D'$*/)-&<
PNOPE?*)*&%#*+*- .*)3+0$ **&,+&%*&$+ %,%$%+#5
# - - '$($/./*2#/) *) *0/$(+-*1$)"+-/.*!2#*' ?	*'$./$
#+/ -W  *)'0.$*) 
" QNP
. ). (&$)").*'0/$*)./#/$)'0 /# 2#*' 
.*$'@.4./ (- ($..$)"
!-*(/#/!-"( )/ 1$ 2- ..$)"$)$1$0'/ #)$'+-/.?# - - 
)*/'  3 +/$*).$). )'4.$.D).. ) /'?<PNOSE)/# *-4D44/$) )
) 2()<PNNVE?
#$../04+-*1$ ..0##*'$./$1$ 2*!4)($.)4.!0)/$*).$))

 +-/( )/?
/ (*)./-/ ./# *)./-0/$1 $(+/.0##*'$./$.*'0/$*).)
#1 ? .+$/ /# $)$'$/4*!-/$*)'$./++-*# ./*- 0 /# ' 1 '*!

+-*% /!$'0- .</# *)/-*')*@*-$)/$*)*!
 1 '*+( )/2$/#*0//# . 
/**'.)2*-&+-/$ .$.$)*) $1' ?# 4- $).0!!$$ )/0/'.*-$/$'/*
*- -?*$(+-*1  !! /$1 ) ..</# 4- ,0$- 0"( )//$*)2$/#*/# -
++-*# ..0#..4./ (.+.4#*4)($.?

>0609  $*')('*()$#
 +%,%)*+% %&+,%&%* &,*0%$ *+ %+.&)"6
)&,'*&%
.&)"6*0*+$3%+ *,%)*+% %''# +&$ + +
+*0%$ *% $')&-+ %&)$+ &%*0*+$-#&'$%+')&**7
# $).$"#/.$)/*/# 2*-&@.4./ ( 1 '*+ 0.$)"/# .4./ (.
psychodynamic perspective were shown in the research’s second ac/$*)' -)$)"
+-*% /D#+/ -VE</*+-*1$ .0!!$$ )/0) -./)$)"*!/# 4)($.)/# 
0) -'4$)"0. .$)/# ./-0/0- .*!/# 
2*-&@.4./ (/*.0 ..!0''4#)" 
+-*% /*)$/$*).)2*-& .$")</**)/$))3$ /4)($/$"/ ()4*!/# 
0. .?# )/# 4)($.2 - 0) -./**</# 4*0' - .. <
$(+-*1$)"
+ -!*-() ) '$1 -' *0/*( .?# /$*)' -)$)"+-*% /
$)/ -1 )/$*).2 - .0./)/$'<4 / $)"'$($/ 4/# .*+ *!/# - . -#<
/# 4$)*/- ..''$ )/$!$ $)/ -"-*0++-*' (.?

>17 * *&%+) ,+ &%*
#$.. /$*)*).$ -./# *)/-$0/$*).( 4/# - . -#$.0.. $)/#$.
$.. -//$*)?
#+/ -W  *)'0.$*) 
" QNQ
>0706 (($#)'*)$#)$.()"((.$.#"$'.
O?  *")$.$)"/# .$")$!$) *! +- ..$1 )3$ /4D"0$'/)- +-/$*)<2#/
2 #1 *) /**/# -.E*)/# )3$ /4@'*$)2*-&@.4./ ()$/.
*)/-$0/$*)/* ! ).$1  #1$*0-.*!"-*0+.?$!! - )/$/$)"$/!-*(
+ -. 0/*-4)3$ /4D2#/#.C$.*) /*0.E?*/*)!'/$)"/# /2*$.
$(+*-/)/$)0) -./)$)"/# )/0- *!2*-&@.4./ (.’0)*).$*0.
4)($.?# !  '$)"...*$/ 2$/#/#  3+ -$ ) .*! $)"/# 
+ -. 0/*-ONS*-*! $)"+ -. 0/ */#*)/-$0/ /*/# )3$ /4@'**!
2*-&@"-*0+.?

P? )*2$)"2#/2*-&@"-*0+( ( -.- !  '$)"$.*!'$($/  ) !$/$)$/. '!?

/(40. !*0.*)#0()$./$ ()$+/$*))!-  $)"./!!!-*(
$./- ..$)" 3+ -$ ) ./2*-&<-/# -/#)' -$)"*./' ./*2*-&@/.&
+ -!*-() ?) -./)$)"2#/+-*1*& ./# )3$ /4D.4./ ($0. /*
the symptom) that overwhelms members’ and groups’ capa$/4/*
*) )/-/ </#$)&*)/.&<)*/# $-2*-&@/.&$.-$/$'/*-!/$)"
$)/ -1 )/$*)./#/' -$.-0+/$1 < ! ).$1  #1$*0-.)(*1 2*-&@
"-*0+.&/*/.&!*0. /$*)?

Q? # +$/4*!/# 2*-&@"-*0+/*/#$)&*)/# /.&-/# -/#)!*''*2
$./-/$*).*-($)' ..'4!($'$-+// -).<$. )/-'/**)"*$)"2*-&@"-*0+
+ -!*-() ?
$/#- .+ //*/# +.4#*4)($.*!"-*0+.<.$) /# /2.*'' / !*-
/#$../04</# - #.  )(0#2-$// )*))3$ /4) ! ) .$) )/ -+-$. .
)2*-&@"-*0+.?# +-$)$+'!*0.#.  ) 3+'*-$)". ./0$ .D*3 -<
PNOS<*/&$)	4 <PNOSE?# - #.  ).*(  1 '*+( )/*!"-*0+)
.*$' ! ) /# *-4D-(./-*)")0./$)<PNOSE?*./)*/' $./# 2*-&
*!- )#)$(+.*)DPNOSEwhich reorients Bion’s theory of groups to be less 
!*0. *)4.!0)/$*)'"-*0+ #1$*0-)(*- *)/# !/*-.+- . )/2# )

ONS/# . - *!/ ).*( 2#/ '4 !-*(/# + -. 0/$)"/$*)
#+/ -W  *)'0.$*) 
" QNR
"-*0+.2*-&2 ''?# - #.'.*  ) 1 '*+( )/$) ),0$-4)$)/ -1 )/$*)
( /#*.D*)"<PNOQE?

R? )*2' " @2*-& -.D(*./()" -.)./!!$)/#$.. E- )*/!/*-4
2*-& -.>/# 4-  )"" *")$/$1 '4)+.4#$''4,0$/ $!! - )/'4$)
/# $-2*-&?*$*@/ #)$'.4./ (.DE/# *-4*-$"$)/ $)/# $)0./-$'
 - !*- /#/*!&)*2' " @2*-&?1DOWVQE ")+-* ..*!
- $)/ -+- /$)"!*-/#  ( -"$)"$)!*-(/$*) *)*(4<0//#$.2*-&#.
#'$($/ ++'$/$*)?2*0' ) !$/!-*(!0-/# - )-$#( )/<+ -#+.
- *")$.$)"/# $(+*-/) *!+0-+*. $) )/ -+-$.  .$"))$)(*/$1/$)"
./!!/*%*$)$)"2$/#) )""$)"$)/#  )/ -+-$. )$/."*'.?

S? 0-+*. 2.$(+*-/)//*./!!$)/# . ./04?# +-$(-4/.&*!/# 
 )/ -+-$. D2#/$/(0./*$)*- -/*.0-1$1 E$. )/-'/*/# *-4?
/
!$'$// ./# 0) -./)$)"*!./-0/0- .)/# $-!-/0- +*$)/.?0/
+0-+*. ++ -./* 1 -4$(+*-/)/'.*?# - ) . ). *!/4-))4
!-*(/# +-$(-4/.&=#1$)"'$//' #*$ .$/(0./ *) $)*- -/*
.0-1$1 ?-*(/# . /<.0-1$1'$.+**-(*/$1/*-!*-/.&
$)1*'1 ( )/?A sense of purpose, the enterprise’s purpose (its raison d’6/- E<
*!! -./# +*..$$'$/4*! )""$)")(*/$1/$)"./!!<)(*$'$.$)"/# $-
*)"*$)"- %*$)$)"D./- )"/# )$)"/# $-!!$'$/$*)E2$/#/#  )/ -+-$. -*0)
meaning and identity: ‘what we are here for’ rather than simply ‘what we do’?
) 2*) +/*!+0-+*. (4 '' !*->+-$(-4+0-+*. <2#//# 
 )/ -+-$. ./).!*-*-$.# - !*-$)+-/$ )$)/# ($).*!$/.
( ( -.<-/# -/#)%0./2#/$/(0./*?
-$*0.+-/$/$*) -.)- . -# -.#1 0. $)
- . -#D-$!!$/#)
*0"# -/4<PNNOE)*/# -- .<$)'0$)"*-")$./$*)' .$"))#)" ?
0/!*-/# (*./+-/</# - ++ -.'$//' $)/# '$/ -/0- /#/0. .*- 3+).
/# *-4>$/++ -./* $)./.$.?
/./$''+-*1$ .+*2 -!0'!-( 2*-&!*-
)'4.$)") .$")$)"2*-&*-")$./$*)?."-*0++.4#*4)($.++ -.
!0-/# - (+#.$. $ )/$!4$)"+-*' (.$)"-*0+.)+-*1$$)"+.4#*'*"$'
.*'0/$*)./*/# (</# *-")$./$*) .$")./- )"/#.*!/# *-4.  (/*!''
#+/ -W  *)'0.$*) 
" QNS
$)/*$.0. ?/# *-4)"-*0+4)($.D.$..0(+/$*)).*$'
 ! ) E/# *-4#1 ) 1 -  ) ,0/ '4$)/ "-/ ?/# *-4*0' 
!''$)"!-*(/# .4./ (@+.4#*4)($))*)<- +' 4($)$('$./1$ 2*!
.4./ (./# *-4?
!/#$..#$!/$./&$)"+' <.4./ (.psychodynamic’s connection 
2$/#/# / #)$'$( ).$*)*!2*-&)/# $)/ -+'4 /2  )/.&)
. )/$ ) $.' .. ) ?
/*- /2*-&# *-4#.$/.-**/.$) .$")D'.#(<OWWUE?
/$.
*) -) 2$/#/# .*$'*)./-0/$*)*!/ #)*'*"4D	*2-*!/)$'.*)<
PNNRE?2-$/$)"../$'' ) 1*0-/*-$" /# $)# - )// ).$*).*!/ #)$'
2*-& .$")2$/##0()" )4/*- .*'1 /#$.!0)( )/'.+'$/$)/# )/0- *!
(* -)2*-&?/ 4DPNONE<+-*+*) )/*!*(+' 3$/4/# *-4$)*-")$./$*)
)#0()" )4<*).$ -..4./ (.. /# *-$ .+-*' (/$ 0. !*-
 1 -4.4./ (/# - $..0+ -@ordinate system that defines the system’s 
#-/ -$./$.)'$($/.?	 /# *-$. .*0//# 4)($.*!$)$1$0')
"-*0+$)/ -/$*).)- /$*).0.$)"*(+' 3- .+*).$1 +-* .. .DE?
/$.
0. !0'!*-. ). @(&$)"<0/'&../-0/0-''$)&.&/*/#  )/erprise’s actual 
*-")$./$*))  ..-4!*-(&$)"/0'$)/ -1 )/$*).?
 .+$/ /#$.$(+ -! /$*)</# *-4#.+-*1$ /#$.- . -#2$/#-*0./
!-( 2*-&!-*(2#$#/*0) -./)/# *(+' 3$/4<$)/ - + ) )4)
#0()" )4$)/ #)*'*"4 + ) )/ )/ -+-$. .?# + -.+ /$1 
 )' /# ./-0/0-'/ ).$*).$)/# 
 +-/( )/)/# $.-0+/$*)./# 4
0. $)/# 
</*  // -0) -./**?

>0707  (($#)'*)$#)$)
(%!#
./ ''DOWWWE$ )/$!$ /# )  !*-- . -#$)/*/# +.4#*4)($.*!
"-*0+.$)
*-")$./$*))+-*% /.?#$.- . -##.+-*"- .. /#/0. <
 .-$$)"/# $(+/.*!)3$ /4).#*2$)"/#/$/) ()" ?#/#.
  )$ )/$!$ $.>
#+/ -W  *)'0.$*) 
" QNT
O? 4./ ($@)3$ /4* . 3$./$)
2*-&@.4./ (.)$.4@+-*0/*!

2*-&?
P? # 4)($.*!/# 
2*-&@.4./ (* .$)- . /# )3$ /4@'**!

2*-&@"-*0+.?
Q? 4./ ($@)3$ /$ .*$(+/
+ -!*-() )*0/+0/?
R? #$)".) *) /*- 0 /# )3$ /4@'*)/*( '$*-/ )3$ /4$)
/# 
2*-&@.4./ (?#$.)$(+-*1 + -!*-() )*0/+0/?
S? #$)".) *) /*$)- . /# )3$ /4/*' -) *!
2*-&@"-*0+.?
T? # # '/#),0'$/4*!$)/-@)$)/ -@"-*0+4)($.)$)/ -/$*).
- ' -$)$/*-.*!) -/ -(2*-&@+-*0/,0'$/4)/.&+ -!*-() ?
 4*)/#$.<!$)$)".*0//# 
$.$+'$) #1 *' . $)/*/#-  - .>*@
- /$*)*!$)!*-(/$*).4./ (.</ (+*--4 ),0$-4./-0/0- .<)
- . -#
++-*# .?# . - $.0..  '*2?
A3:3:39 &4)+ &%&
%&)$+ &%0*+$*
*+/$)"*@- /$1 +-/) -$)"<2$/#.#- 0.$) ..@
*0)/$'$/4!*-
(%*-
 1 '*+( )/.2*0' '$& '4/*$(+-*1 
 '$1 -4.0 ..?#$.$ 
*!*@- /$)"*!$)!*-(/$*).4./ (.<draws on Benjamin’s conception of 
intersubjectivity as “a relationship*!(0/0'- *")$/$*)???$)2#$# #+ -.*)
experiences the other as a ‘like subject’, another mind … yet has a distinct, 
separate center of feeling and perception” D )%($)<PNNR<+SE?
/- *")$. .
/#//# *% /*!*0-/$*).<)  .<!  '$)".<)/#*0"#/.$.)*/# -.0% /=
)*/# - ,0$1' )/ )/- *! $)"?
//-).!*-(./# $)/ -/$*). /2  )
.0% /)*% /< /2  )/# * -)/# *) /*?
)./ <.0% /@/*@.0% /
- '/$*).<- ,0$- .+ *+' *-2*-&@"-*0+./*/$1 '4- *")$. /# 2#*' *!/# 
other’s subjectivity, rather than split it into good and bad part@*% /.)- '/ 
/*/# */# -$) ! ) 24.=.$!$/2.*)'4/#/+-/@*% /?
# )*/$*)*!.0($..$*)$.!*0)$)2#/ )%($)''.*(+' ( )/-4
./-0/0- .DPNNR<OWVVE?
/*0-.2# )*)!'$/. /2  )"-*0+.- )*/
+-* .. ?#$.2.*((*) /2  )
"-*0+.)
@0.$) ..- '/$*).$)/# 
./04</# *)!'$/ ( -"$)".0)- .*'1 *++*.$/$*)D/$/@!*-@//E?# ./-0""' $.
/*" //# */# -/*.0($//**) ’.1$ 2.*-2$.# .?
)*(+' ( )/-$/4</# 
#+/ -W  *)'0.$*) 
" QNU
+-/$ .!$'/* +//# $-*2)*)/-$0/$*)/*/# .$/0/$*)<- .$.//&$)"
- .+*).$$'$/4<)'( /# */# -!*-/# .$/0/$*)?0.$) ..0)$/.- "0'-'4
.*0"#/to enforce IS’s submission on delivery issues through/# ’.+*2 -
*($)) <*-4
.  &$)"/* )!*- /# 0.$) ..’.0($..$*)/#-*0"#$/.
/ #)$'*($)) ?0.$) ..0)$/.*!!@'* - .+*).$$'$/4!*-- '$.$)"
$)!*-(/$*).4./ (.*)/*/# 
 +-/( )/?#$'./
$#1 /# / #)$'
 3+ -/$. </# 42 -  + ) )/*)/# 0.$) ..!*-.*()4-$/$' ' ( )/.
/#/2 - *!/ )2$/## '*-$")*- 4/# 0.$) ..?#$.*)/-$0/ /*()4

!$'0- .?
# . .0($..$*)@*($)) 4)($.*./-0/ )"" ( )/2$/#- '$/4)
!$)$)"- '$./$.*'0/$*)/*/# +-*' (.*! '$1 -$)"$)!*-(/$*).4./ (.?
-*(/# $)/ -.0% /$1 !-( <2# - */#.0% /$1$/$ .-  ,0$1' )/<
*(+' ( )/-$/4$.++ -.?#$'./$ '$./$<$)/ -.0% /$1$/4*!! -.$!! - )/
+ -.+ /$1 *-.// *!($)!-*(2#$#/* )"" $)*@*+ -/$1 /$*).?
# #'' )" $./*(*1 /# +-*/"*)$./.!-*(/# 0)- .*'1 *)!'$/ 
- '/$*).*!*(+' ( )/-$/4/*/#*. *!$)/ -.0% /$1 <*@- /$)"
+-/) -.#$+.?
/$.!-*(/#$..// *!($))- '/ ) ../#/"-*0+
- +- . )//$1 .)*''*-/$1 '4*)/-$0/ /*).#+ *@- / - '$/4
D$)!*-(/$*).4./ (E)/& %*$)/- .+*).$$'$/4!*-$/?# +// -).*!
*(+' ( )/-$/4- - +' 4/# .$(0'/) *0.+// -).of  ‘create’ and 
‘surrender to’?#$.$.+-* ..*!$(+-*1$./$*)? "*/$/$*))- ) "*/$/$*)
*!$)/ -/$*).) 3+ //$*).- ) +/ +-/*!/# (0/0'$/4*!
$)/ -.0% /$1 - '/$*).D )%($)<PNNRE)- )   !*-
 1 '*+( )//*
- "0'-'4.0  ?

A3:3:3: $'&))0%(, )0+),+,)*
# 1-$*0../" .*!/#$.- . -#2 -  3(+' .*!/ (+*--4 ),0$-4
./-0/0- .?# 4 3$./2$/#/.&)+0-+*. !*-'$($/ + -$**!/$( </# )
/# 4- "*) ?# 4- )*/+-/*!/# + -() )/*-")$./$*)./-0/0- *!)
 )/ -+-$. ?# 4- / (+*--4' -)$)"$)./$/0/$*).>*) 2#/$..*0"#/$.
#+/ -W  *)'0.$*) 
" QNV
' -) </# ./-0/0- )$/. ' ( )/.$.+ -. ?# - . -#. ./042.
/ (+*--4 (  ./-0/0- ?
/#!$)$/ +0-+*. )/$( @.+)<)$
)*/+#4.$''4$(+*. $/. '!$)/*/# *)"*$)"*-")$./$*)./-0/0- ?
 (+*--4 ),0$-4./-0/0- .) 0. /*.. ../# 4)($.)2*-&@
# '/#*!2*-&@"-*0+.)!  &/# . ' -)$)".?# 4)- ..2*-&
$..0 .)  $)".+ $'$./$*)).&$''./-).! -<)+-*1$  0/$*)*0/
2*-&@.4./ (’s4)($.?# 42*0'  +'*4 .#*- .+*). ./*-$. .
*-$)/ -($// )/2*-&@"-*0+# '/#@# &.?

A3:3:3; 
*)'')&*
*) -)))3$ /4*0//# 
!$ '</# .*+ <)/# +0-+*. *!- . -#
D'.#(<PNOPE ( -" $)/# 
'$/ -/0- *1 -/# +./!$!/  )4 -.?

- . -##.  )*($)/ 4-/$*)'$./1$ 2.D-'$&*2.&$)-*0$<
OWWOE?. ../*$)!*-(/$*).4./ (. *( .(*- + -1.$1 2$/#.(''<
.(-// -($)'. 1 -42# - <$/!! /.(*- /#$)".)$)1*'1 .(*- 
./& #*' -.2$/#$1 -. *) -).)$)/ - ./.?# . +- ..0- .#1 /# 
+*/ )/$'/**)!*0)*- )-$#
- . -#?-'$&*2.&$)
*)*DPNNOE
.0"" ./ /# 
-/ !/ONT2.)*/ !$) ' -'4 )*0"#? )./)(0
DPNNQE+-*+*. ,0$/ )--*2)*)/-*'' + -.+ /$1 *!
- . -#)$/.
/-" /<+- .-$$)"./-*)" )"$)  -$)"<-/$*)'$./*-$ )//$*)/*
- . -#?
/# -- . -# -.'$& * 4DPNNQE2 - *) -) .0#)$)!' 3$' ./) 
risked limiting the field’s ability to respond to emergent themes and possibilities?
$1 -.$!4$)"- . -#++-*# ./*
+-*' (.2*0'-* )/# (* .*!
. ). @(&$)"1$'' D'.#(<PNNSE<.0#.-$/$'/# *-4)$)/ -+- /$1 
- . -#?*2 DPNONE-"0 .!*-
- . -#/* (*- -$/$')*+ )/*
$).$"#/.+*..$' /#-*0"#-*..*1 -.2$/#*/# -*($).D$)" -.<PNNO<
" -!'&<PNOQE?1" -*0DPNONE'.*.0++*-/.(0'/$+' /# *- /$'++-*# .<
!-*(/# $)./-0( )/'/*/# -$/$'?'.#(DPNOPE )*0-" ./#$.*+ )1$ 2
)2$1 $ /'?$ )/$!$ /# )  /*./04$)!*-(/$*).4./ (!$'0- .!-*(

ONT
-/ !/>0)' .*!( )$)"+&" $)/*- *")$.' #-2- )C*-.*!/2- !*-(
#+/ -W  *)'0.$*) 
" QNW
(0'/$+' + -.+ /$1 .DPNOSE?#$.. ./04$''0./-/ ./#/) 2/#- .*!
&)*2' " *0/
0) -+ -!*-() -  ..$' /#-*0"#' ../-$/$*)'<
)*)@$)./-0( )/'- . -#( /#*.?

$../ -.*)/$)0 /**0-D2$1 $ /'?<PNOSE .+$/ /# $)/-*0/$*)*!
0/*(/ /**'.)( /#*.?# - $..4./ ($+-*' (2$/#
 1 '*+( )/
+ -!*-() )
- . -#/ )./*'**&//# +-*' ( ' ( )/4 ' ( )/<
!-*(.$)"' .0@- *! 3+ -/$. ?0#- . -#./$''- .. ./# .  ' ( )/.
).0@- .D0( -)&#-/<PNOP<'@#( /'?<PNNWE?# - - 
'$($/./*2#/) *) *0/$(+-*1$)".$)"'  ' ( )/.?)4+-*' (.
 3$./(*- -*'4<2$/#+// -)./#/"* 4*).$)"' !0)/$*)'- .?!/ )
.0##*'$./$1$ 2.).*'0/$*).- ($.. $)/# !-"( )/ 1$ 2/#/*)'4
- .. .+-/.?# - - )*/'  3 +/$*).$). )'4.$.2$/#).. ) /'?
DPNOSE .-$$)"!$'0- .)0) <#*2$/$.+ - $1 $)!'0 )$)"+/$1 
 #1$*0-$)4' .*!+-*% /4)($.0.$)"$.-0+/$*))0) -/$)/4<
0.$)"!- .#4)($.=)$)/# *-4D44/$) )) 2()<PNNVE<2# - 

#)" #.(0'/$@' 1 '.)$.+0)/0/ *- +$.*$-/# -/#)/# )*-(/$1 
1$ 2*!. ,0 )/$')$)- ( )/'D -"() /'?<PNNPE?#$../04/**&
#*'$./$1$ 2)#..#*2)/# *)./-0/$1 $(+/..0##*'$./$.*'0/$*).)
#1 ?

>0708  (($#)'*)$#)$(')$$!$.
O? # )$)/ -1$ 2/$.0. /*$)!*-(/# '*/$*)*!2*-&+' 
*. -1/$*).</# *. -1/$*)/)"- /'4 )-$#/# $)!*-(/$*)$)/# 
$)/ -1$ 2/?$/#*0//# 1'$/$*)*!*. -1/$*)'/<$)/ -1$ 2/$.
*!/ )*-. )0))0) ?$/#*0//# *)/ 3/0'$.$)"*1 -1$ 21$'' 
!-*($)/ -1$ 2/<*. -1/$*)/) ($"0*0.?. -1/$*)/
validates or refutes the claims made in interviewees’ narratives?
/*-- /.
 --*-.)($.*) +/$*).?
/.#*2.0)$)/ )   +/$*).*!/# 
$)/ -1$ 2  .?
/ )"" .2$/#/# /0'- '$/4*!/# '$1 2*-&.$/0/$*)?
# 4make an excellent pairing to get to the ‘truth’ of a situation.
#+/ -W  *)'0.$*) 
" QON
P? 
)/$*)- . -#<.(''/$*).*-$)/ -1 )/$*).)- / '-" $(+/.*)
-*' .)2*-&@"-*0+.?
!*)'4'-" $)/ -1 )/$*).- .  )./$*)
- . -#<()4.(''4 //-).!*-(/$1 /$*).)' -)$)"."*0))*/$ 
*-0)1'0 <*)/--4/*/# $-$(+/$)/# 2*-&@.4./ (?

>18  $ ++ &%*&+*)
# - . -# ),0$-4$)1*'1 .$)"'  )/ -+-$. )*) 
 +-/( )/?# 
- . -#@#*./2.1 -4'-" 
 +-/( )/) )/ -+-$. ?# . *)./-$)/.
(4'$($//# " ) -'$.$'$'/4*!/# - . -#!$)$)".?	*2 1 -</# +// -).*!
2*-&- .$($'--*..(*./
 +-/( )/.)
. -1$ .+-*1$ -.?# 4
!*''*2.$($'-/4+ .*!( /#**'*"$ .)0. .$($'-/**'.)(* '.?
/$.
-"0 /#//# . .$($'-+// -).''*2.*( " ) -'$./$*)*!!$)$)".-*..
$!! - )/
*-")$./$*).<' $/2$/#0/$*)?

>0806  
"%!)$#($'*')'('
$/#/# 0-- )//#$)&$)"!-*(.4./ (.+.4#*4)($.)$)!*-(/$*)
.4./ (.'$/ -/0- $)($)</# - - )0( -*0.,0 ./$*)./#/*( *0/*!/#$.
- . -#)2#$#(4' /*!0-/# -- . -#$),0$-4?# (*./.$")$!$)/
- >
x *.$($'-4)($.2$/#- .+ //*
 1 '*+( )/*0-$).(''/*
( $0( )/ -+-$. .B
x 0-/# -- . -#$)/*/# 1 -/$'$)/ "-/$*)*!$)@#*0. 
. -1$ .2$/#
/# $-
*0/.*0- +-*1$ -.$.$(+*-/)/?
x *.$($'-4)($. 3$./$)*/# -#$"#'4/ #)$')*(+' 3*-")$./$*)
./-0/0- .*/# -/#)
. //$)".B
x  1 '*+"0$ '$) .!*-( '$*-/$)".4./ ($@)3$ /4)$/.$(+/.$)

. //$)".?
x  )$*-
()" -.*!/ ).#*2 - .$./) /*2-.+.4#*@.*$'
0) -./)$)".*!
2*-&?# . 2 - - .. /#-*0"#$'*"0 .2$/#/# 
#+/ -W  *)'0.$*) 
" QOO
()" -.?.
. )$*-()" -.- *!/ )"/ &  + -.<!0-/# -
0) -./)$)"*!/# )/0- *!/# $-- .$./) .$.$(+*-/)/?
x 
!$/$.+*..$' /*(& ()" -.)./!!2- *!/# . 4)($.)/# $-
$(+/.<2#/(*- ) *) /*( '$*-/ .$/0/$*).*!$.-0+/$1 
4)($.$)
 1 '*+( )/B
x )4/4+ .*!.4./ (@+.4#*4)($''4$)!*-( $)/ -1 )/$*).*0'#1 
  )0. $)0) -./)$)"*-( '$*-/$)".4./ ($@)3$ /$ .$)?
)
/#$.- . -#</# ( /#*.*!+.4#*@.*$')'4.$.ONU<-*..-*' $'*"0 <
 ./'$.#$)") 2*)/$)( )/./-0/0- .<)2*-&@"-*0+ 1 '*+( )/2 - 
0. $)/# *0-. *!/# /$*)- . -#)/$*)' -)$)"+-*% /.?/# -
.4./ (@+.4#*4)($''4$)!*-( $)/ -1 )/$*).*0'#1 $)'0 -*' 
)'4.$.D 2/*) /'?<PNNTE<'$./ )$)"+*./D -.&4<PNOSE<+.4#*4)($
.$(0'/$*).<).*$'- ($)"D2- ) <OWWOE?''0. ..*$/$1 
+-* .. ./* ..)0) -./)0)*).$*0.<.4(*'$( )$)"'*)"
.$ '$/ -'( )$)"?

>0807  
"%!)$#($'')
*-&/#/ )"" .2$/#/# )3$ /$ .$)/# 
 1 '*+( )/. //$)"$.)*/.$(+'4
#0()- .*0- $)/ -1 )/$*)?
/.#*0' .  ).) 2$( ).$*)/*

 1 '*+( )/)+-*% /()" ( )/( /#**'*"$ .?
/$.*0/$(+-*1$)"

+ -!*-() )/# .0 ..*!
+-*% /.?/*0/.4./ ($@)3$ /4)$/.
$(+/.) .$(+*-/)//*+-*% /.0 ...*./)/$(  3+ )$/0- 
/=$/.#*0' 0. ?
# - - . 1 -'*)./-0/$1 $(+'$/$*).!*-
 1 '*+( )/+-/$  /$' 
 '*2>
x . / (+*--4 ),0$-4./-0/0- ./* 1 '*++.4#*@.*$'$).$"#/.$)/*/# 
0-- )/) ( -"$)"/ ).$*).$.-0+/$)"2*-&@/.&+ -!*-() $)

ONU$)*-+*-/$)"/# 0. *!$)/ -1$ 2$)"<2*-&+' *. -1/$*))- ! - ) @"-*0+.
#+/ -W  *)'0.$*) 
" QOP
./-0""'$)"+-*% /.).#*# '/## &.!*- ,0/ '4+ -!*-($)"
. //$)".?
x ./'$.#*@- /$*)+-/) -$)"- .+*).$$'$/$ .$)(%*-$)!*-(/$*)
.4./ (. 1 '*+( )/.?
x /- )"/# )
 +-/( )/'*((0)$/$*).<*/#/#*. - +*-/$)"*0/+0/0+
/# '$) )/#*. +- . )/$)"+*'$$ .<+-/$ .<+').)"*'.*2)/# 
'$) ?*((0)$/ /0'+ -!*-() *0/*( .-/# -/#)/# .+ 0'/$1 
*+/$($./$<)3$ /4-$1 ) ./$(/ .<*-.$(+' ($.- +- . )//$*).?
x -*1$ - !' /$1 +-* .. .).+ .!*-2*-&@"-*0+./*// )/*)
/#$)&*0//# +- ..0- .)/ ).$*)./# 4- !$)"<#*2/# . **-(4
!! //# (<)2#//$*)./# 4*0'/& /*($/$"/ *- )"" 2$/#/# (
*)./-0/$1 '4?
x 
)+-'' '2$/#/# .#-+!*0. // )/$*)!($'$-/*+-/$$+)/.$)(*./
 )/ -+-$. .< 1 '*+$)()" -.)./!!/# +$'$/4)2$''$)") ../*
0/$'$. . *)!*-(*!// )/$*)<-*)*)@%0" ( )/'// )/$*)/#/
/& .$)/# 2#*' . //$)"?
x  *")$. /#/ ! ).$1 <)*)@/.& #1$*0-.- $)$/$/ 4/# 
0)*).$*0.(*/$1/$*).*!/# /*-D"-*0+*-$)$1$0'E?# 4- )*/
- $'41$'' !*-/#$)&$)"*-- !' /$*)2$/#*0/.*(  3/ -)'..$./) ?

/$.*!/ ))  ..-4/* )""  ),0$- -.!-*(*0/.$ /# 2*-&@.4./ (<2#*
- )*/+/0- 4$/.+.4#*4)($.<)/#0.' /*.  <# -)
$)/ -+- //# 4)($./#/)/$1 ./*/# 2*-&@.4./ (- *).$*0.'4
0)' *-0)2$''$)"/* ..?
x  ../$( - +*-/$)"*)+')) +-*"- ..)(*- /$( 2$/#
 1 '*+( )/
2*-&@"-*0+...$./$)"/# (/*0) -./)2#/$.#++ )$)" (+$-$''4/*
/# ($)/# $-2*-&?-/*!+-* ..*! 0/$*)!*-./!!)()" -./*
' -)#*2/*$ )/$!4)0. .4./ (.+.4#*4)($$)!*-(/$*)?
x *+/(*-  (+$-$''4. 2*-&+')./#/0. - !' 3$1 +$'$/4-/# -
/#)+-  !$) ++-*# .D-/$*)'$./E/*2*-&+'))$)"?
x ( $)/*
+-*% /()" ( )/( /#**'*"$ .!*-
 1 '*+( )/<
/$1$/$ .)2*-&@+-*0/.$( /$ )/$!4$)"/# .*0- .*!.4./ ($@
)3$ /4$)
2*-&@.4./ (.=$ )/$!$ *) -).) 2*-& 2$/#/*
*)/$)/# ()$.-0+/) "/$1 $(+/.?
#+/ -W  *)'0.$*) 
" QOQ

>19  %##+ &%
# - . -##..#*2)/#//# +- ..0- .)/ ).$*). 3+ -$ ) 42*-&@
"-*0+.)/# $-( ( -.$)1*'1 $)/# 
 1 '*+( )/+-* ..<" ) -/ 
.4./ ($@)3$ /4D'-" '40)*).$*0./*"-*0+( ( -.E2#$#0$'/0+$)/# 
( )/''$! *!"-*0+.)//$( .*1 -2# '( /# (?# )/#$.*0-- </*
+-*/ //# (. '1 .!-*(/# /#- / )$)"0)$" ./  3+ -$ ) .D!  '$)".<
/#*0"#/.))3$ /$ .E<"-*0+. )"" $) ! ).$1  #1$*0-.? ) -''4<
"-*0+.2 - )*/*).$*0.*!/# $-(*/$1/$*).!*-/# .  ! ).$1  #1$*0-.?
#$.#++ ) /*
"-*0+.-*../# .+ /-0(*!<$)'0$)"()" ( )/
"-*0+.<)'.*/*()40.$) .."-*0+.<) -'4'24.#1$)") "/$1  !! /.
*)
 '$1 -4)+ -!*-() ?

+ -!*-() !$'0- .*.//#  )/ -+-$.  )*-(*0.(*0)/.*!(*) 4
D$- /'4)$)$- /'4E<% *+-$.$)"- 1 )0 .)2./  )/ -+-$. /$( <
// )/$*))"**2$''?*)$ .- $)1 ./ $)
/*!0-/# -"-*21'0 <$)/#$.
. (*) 4?
2*-&--$ .(0#($"0$/4?
)/#$.#0" )*(+' 3.*$'
)/ #)$' )/ -+-$. </# !/*-.*!(*) 4<($"0$/4<.' )*(+' 3$/4
. /1*'/$' &-*+*!+-$($/$1  (*/$*)/*/# 
2*-&?
 !' /$1 .+ .)+-* .. .2 - -$/$'/* )' $!! - )//4+ *!
2- ) ..)/#$)&$)"$)/# . "-*0+.?// )/$*))/#$)&$)"/#/)/*' -/ 
0-- )/0) -/$)/$ .))3$ /$ .<-/# -/#)%0./"-.+$)"!*-/# !$-./
.*'0/$*)?$/#.0#"-*0+( )/'$/4$/$.+*..$' /*$ )/$!4+-*' (/$<
0)*).$*0.4)($.)#-/- '$./$+/#/*- ../# ()/# $--**/
0. .</#0.$(+-*1$)"
2*-&@"-*0+) +-/( )/+ -!*-() )
 '$1 -4?# .4./ ($+- ..0- .)/ ).$*).</# !  '$)".) (*/$*)./# 4
 1*& )/# )3$ /$ ./# . +-*0 ) "/$1 '4!! /
2*-&@"-*0+.)
+ -!*-() ?# ( '$*-/$*)*!.0#.4./ ($@)3$ /$ .*)
2*-&@"-*0+.
*!! -..$")$!$)/*++*-/0)$/4/*$(+-*1 
+ -!*-() ).*!/2-  '$1 -4
/*/#  )/ -+-$. ?
  *./.-$+/ 
" QOR
  *./.-$+/ 
" QOS
(,-+#)-
# )--/$1 .*!/# 
 +-/( )/*!/ )+- . )/<,0$/ 0)2$//$)"'4<2$)*2.
$)/*/# *0-" ()4$)$1$0'.)"-*0+. 3#$$/ $)0) -/&$)"/# $-
2*-&?# 4( $)/*2*-&/*! /# 0) -/$)*).'0"#/*!)"-4<
$.++*$)/ <!-0./-/ ). '!$.#'$ )/.!-*(/# 0.$) ..</# -* -
 )/ -+-$. /# 4.*+*.$/$1 '4$ )/$!$ 2$/#?# 4.*- /# -$/$$.(.<
'( <-$$0' ) )' .. ().?# -$/$$.(.<'( ) /-4'.*!
*/# -"-*0+."$).//# (2 - .$($'-'4%0./.-)*(0/)..0- +-/*!
/# $-*-")$./$*)'/ --$)?# 4$/#$.4!/ -4<*!/ )!*- "*$)"+-$1/ 
$)/ - ././**((*/ /# '*)"2$)*2.*! 3/ ) 2*-&#*0-.)  ..-4
/**(+ )./ !*-/#  ().*!/# 0.$) ..</# !$'0- .*!*/# -
/ (.)
/# !'2 )/0- *!+'))$)")*)/$)" )4()" ( )/$)/# $- +-/( )/?
# 4$/#$.'-" '42$/#"**"- ($.//#  ! ).$1 - /- /./# $-"-*0+.
( $)/# ! *!/# 21 .*!0).*-' )3$ /4/#/+ -$*$''42.# 
-*../# #0()').+ *!?

/$)*/.  (# -*$*-.+ $!$''4-1 <0/$/$.  (/*/& *0-" —/*
2*-&$)/# ! *!/# . *).'0"#/.?
)2*-&$)"2$/#/# /<'*)"/$( !/ -
$/.*'' /$*)</# /-).! - ) -*../# $./) *!/$( )*((0)$/$*).
( $2./# !  '$)"*!/# $-./*$*0-" ?
)- 1$ 2$)"))'4.$)"/# $-
/<)$)2-$/$)"<
#1   )*)!-*)/ 4/# ,0 ./$*)*!*0-" =/*! <
)$).(''24 3+ -$ ) </# (")$/0 *!/# +$))$./- ../#/2.
 (  $)/# $-)--/$1 .)/# *. -1/$*).*!/# 
2*-&?# *0-" <
/*<'$& /# (<./0(+0+/*$/ #40)/$'/# 2*-&2.*) <)/*- +- . )/$/
. ./*) *0'<2#$'./ +/$)"/# $) ,0/ )$(+ -! /) ..*!.0#
- +- . )//$*)?
# 42 - )*/+ -! /4)4( ).<0//# 4// ) )$/#  .//# 4
*0'2$/#$)/# +- ..0- .)/ ).$*)./#//# 4)($.*!/# 2*-&@.4./ (
*)!-*)/ /# (2$/#<*/#$)$1$0''4)."-*0+.?#$.$.)*//*.0"" ./
/# 42 - '*) $).0#/-1$'.$)*)/ (+*--4 )/ -+-$. '$! <0/) $/# -* .
$/ /-/!-*(/# $-*0-" ?
  *./.-$+/ 
" QOT


  $'$*"-+#4 
" QOU
#%#(!+)"2
<?OWWQ?
)!)4)	$./*-4> ..4.*)/#  ./-0/$*)*! 3+ -$ ) <
*)*)< -.*?
<??PNOQ?(-$)"$1 -.$/4/#-*0"#($3 ( /#*.- . -#?
0-*+ )*0-)'*!
)!*-(/$*)4./ (.<PP<PSO?
	<?PNNW?*(+- # ).$1 $/$*)-4*!.4#*)'4.$.<*)*)<-)?
@	<?<@
	<?<	<?<<?<
<?9@
<	?PNNW?3*)*(4*!)
-*% /$'0- >**/0. .?
)/ -)/$*)'
)" ( )/ 1$ 2<S<WQ?
<??OWVU?)$)/ -"-*0++ -.+ /$1 *)"-*0+4)($.?
)>
	<??D ?E	)**&*!*-")$5/$*)' #1$*-?)"' 2**'$!!.>
- )/$ @	''?
<??OWVV?&$)"*0-. '1 .. -$*0.'4.- . -# -.?
)><?9

	<?D .?E# . '!$).*$'$),0$-4? 20-4-&>" ?
<??PNOO?# -/$ *!-")$5/$*)'$")*.$.<3!*-<3!*-
)$1 -.$/4- ..?
<??9
	<??OWVP?/04$)"
)/ -"-*0+ '/$*).(  
$)-")$5/$*).?($)$./-/$1 $ ) 0-/ -'4<PU<QS?
<?9<?PNNW? !' 3$1  /#**'*"4< 2$./.!*-
0'$//$1  . -#<*)*)<" ?
<?OWWS?#4.4#*)'4./$)*2' " 	 '+..) -./)
-")$5/$*).=$.0..$*)2$/#''$*4,0 .?	0() '/$*).<RV<QSO?
<?PNNO?)
)/-*0/$*)/*-).$/$*)'#$)&$)"?
)><?9
<?D .?E# -).$/$*)'++-*#/*#)" ?*)*)>-)?
	<?<<?9<?PNNN?$!! - )/'/ -'(4"'
*0/+0/.( $/ - /$*).)/$*). '$$/ 4! -@-*0.$)"./$(0'0.?
/0-  1$ 2. 0-*.$ ) <Q<UR?

<?OWWN?1 -*($)"-")$5/$*)' ! ). .>$'$//$)"
-")$5/$*)' -)$)"<*./*)<''4))*)?

<?PNOT?  ' .. -'4 /#.(*)"( )/''4$''*.//#  *)*(4
LOS$''$*)4 -?# " <OOCRCPNOT<+?S?
ARMSTRONG, D. 2005. The “organization@$)@/# @mind”:  reflections o)/# 
- '/$*)*!+.4#*)'4.$./*2*-&2$/#$)./$/0/$*).?
)>	<?D ?E
  $'$*"-+#4 
" QOV
-")$5/$*)$)/# $)>.4#*)'4.$.<-*0+ '/$*).<)-")$5/$*)'
*).0'/)4?.$*)'+ -.OWVW@PNNQ?*)*)>-)?
<?PNON? )$)"!*0))( )$)"'*./>*)/# *0)-$ .*!
+.4#*)'4/$./04*!*-")$./$*).?-")$./$*)'9*$'4)($.<ON<WW?
<?9
<?PNOS?
)/-*0/$*)> 1$.$/$)"/# -$"(?
)>
<?9
<?D .?E*$' ! ) ."$)./)3$ /4<
3+'*-/$*).$)-$"(?*)*)>-)?
<?9
<?PNOS?*$' ! ) ."$)./)3$ /4<
3+'*-/$*).$)-$"(<*)*)<-)?
<?PNNN? '!@ !' 3$1$/4)/# # -+ 0/$/$*)*!.4#*)'4.$.?
.4#*)'4/$.4#*'*"4<OU<TTU?
<?PNON?*(( )/.*)'' )  J.-/$' >J
)!*-(/$*).4./ (.
- . -#$)/# './PS4 -.J!-*(.*$*@/ #)$'
- . -#+ -.+ /$1 ?
*0-)'*!
)!*-(/$*) #)*'*"4<PS<QSS?
<?OWVV?# *-/$')1$-*)( )/># $!/#$)/# ( -4@-$./
 1 '.*!-")$5/$*)')1$-*)( )/.?	0() '/$*).<RO<OVO?

<?OWVP?# -$3+ -$( )/?
	..$*)'+ -*)*)?

<?<<?9<?OWWP?+ -	*0. .># 0/#*-$/400($)
*1 -)( )/#**'? '*0-) >*''$).*1 ?
<?OWWO?* -)$/4)($1' ) <(-$" <*'$/4- ..?
	<?<
<	?<<?9
<??OWWU? $$)"
1)/" *0.'4 !*- &)*2$)"/# 1)/" *0../-/ "4?$ ) <PUS<OPWQ?
<
?9<??PNNQ?# 
 )/$/4-$.$.2$/#$)/# 
$.$+'$) >
 !$)$)")*((0)$/$)"/# $.$+'$) J.*- -*+ -/$ .?
0-/ -'4<PU<
OVQ?

<?OWVV?# *).*!*1 >+.4#*)'4.$.<! ($)$.(<)/# 
+-*' (*!*($)/$*)< 2*-&)/# *)**&.

<?PNNR? 4*)* -)*) *>)
)/ -.0% /$1 $ 2*!
#$-) ..?.4#*)'4.$.0-/ -'4<


<S?
<??9	
<??OWWV?$)!0'
),0$-4$)*$' . -#<#*0.)
&.<" ?
<??OWUU?$'0- /)/-4?
)>
<?	?9<??D .?E$'0- .
$)*-")$5/$*) 1 '*+( )/)#)" >. .) ..4.!*-' -)$)"? 2
*-&>$' 4?
  $'$*"-+#4 
" QOW
<??OWWN?J. $)-$)/J?*0-)'*!++'$  #1$*0-'$ ) <PT<
TS?
<??9
	<??OWVS?3+'*-$)"'$)$' /#*.!*-*$' . -#<
 1 -' 4	$''.<" ?
<??9
	<??OWVV?#  '!$)*$'
),0$-4< 20-4-&<" ?
<?<
<?9
<?PNNP?-" @.' - ,0$- ( )/.)'4.$.
.# / -*" ) *0. )"$)  $)"?)$)1$)*0-)'*!
)!*-(/$*)4./ (.<OR<
QU?
<??<<?<<	?<

<?9

	<?PNON?
#)" .*!-$)/$1$/$*)+- @+*./.#*-/@/ -(+.4#*4)($$)+/$ )/
+.4#*/# -+4>)!
./04*!+)$$.*- -+/$ )/.?.4#$/-4 . -#<
OVR<WT?

<??OWTO?3+ -$ ) .$)-*0+.<*)*)<-)?

<??OWTP? -)$)"!-*(3+ -$ ) <*)*)<$''$(	 $) ())?

<??OWTQ?' ( )/.*!.4#*@)'4.$.<*)*)<	 $) ())?

<??OWTS?-).!*-(/$*).<*)*)<$''$(	 $) ())?

<??OWTU? *)#*0"#/.<*)*)<-)?

<??OWUN?// )/$*))
)/ -+- //$*)<*)*)<-)?

<??OWWP?*"$//$*).<*)*)<-)?


<?OWWS?++-*# ./**$'),0$-4<*)*)<*'$/4- ..?
<	?OWTW?4(*'$
)/ -/$*)$.(> -.+ /$1 ) /#*<)"' 2**
'$!!.<- )/$ 	''?
<?9<??OWUS?
)/-*0/$*)/*,0'$//$1 - . -#( /#*.>
+# )*( )*'*"$'++-*#/*/# .*$'.$ ) .< 2*-&<*#)$' 4?
<?OWVU?# #*2*!/# % />.4#*)'4.$.*!/# )/#*0"#/
)*2)<*)*)<-  ..*$/$*)**&.?
<?OWTW?//#( )/< 2*-&<.$**&.?
<?PNOS? /-4$)"/# $/$5 )>*$' ! ) ."$)./
))*1/$*)?
-")$./$*)')*$'4)($.<OS<O?
  $'$*"-+#4 
" QPN
<?OWWT?
)/ ).$1 
)/ -1$ 2$)"?
)><?<<?9
<?D .?E . -#$)/ -1$ 2>. .)++-*# .? 2*-&>$' 4@

)/ -.$ ) ?

<?<
<?9	
<?OWVQ?4./ ( .$")!*-<2$/#<)4
/# . -.<(./ -(<*-/#@	*'')?
<?9<?OWUW?*$*'*"$'-$"(.)-")$./$*)'
)'4.$.<' -.#*/<*2 -0'$.#$)"?
	
<?9<?PNNO?# $ -& "-  -<*)*)<'&2 ''
0'$.# -.?
	<??PNNP?#4	1 )J/ ./ - '$")( )/B# 
(+*-/) *!/# 

)!*-('-")$5/$*)/-0/0- ?
0-/ -'43 0/$1 <O<WU?
	<??9
	<?	?PNNU?
'$")( )/>2#/#1 2 ' -) B*0-)'*!

)!*-(/$*) #)*'*"4<OW<O?
	<?OWWW?.4#*'*"$'*)/-/# *-4F)'$) G?4).!*-
0.$) ..''.?F .. QNCNQCPNOTG?
			<??9	<?OWWO?	$ --#4)* -)
-")$5/$*)>-*3 $)"/*	0()./" ?
)$)*0-)'*!*$'
*-&<


<STO?
	<?OWVO?4./ (.#$)&$)"<4./ (.-/$ <#$# ./ -<$' 4?
	<?OWWW?/$*) . -#?/#24/*/$*)<)*2' " )
 -)$)"< '*0-) <
)$1 -.$/4- ..?
	<?9
<?PNOR?*$)"/$*) . -#$)*0-2)
-")$5/$*)<*)*)<" ?
<??OWVP?1*'0/$*)*!4./ (. 1 '*+( )/ #)$,0 .?
)><
??<<?9<?D .?E1) 4./ (. 1 '*+( )/C .$$'$/4
 #)$,0 .? 2*-&>$' 4?
	<?<<?9
<??PNNS?) -./)$)"/# 0.$) ..@

- '/$*).#$+?
)/ -)/$*)'*0-)'*!
)!*-(/$*))" ( )/<PS<QNQ?
<?PNNQ? . -# .$")>0'$//$1 <,0)/$//$1 <)($3 
( /#*++-*# .<#*0.)&.<" ?


	
<?OWWO?'*2< 2*-&<	-+ -*''$).?

<?9

<?PNNS?# 
(+/*!*((0)$/$*))
) -./)$)"*)/# 0 ..*!0.$) ..C
'$")( )/?
)>OT/#0./-'.$*)
*)! - ) *)
)!*-(/$*)4./ (.<PW*1@P PNNS4) 4?
  $'$*"-+#4 
" QPO

	<?PNNO?. )/)" -.?*$*)'4.$.<Q<SR?

	<?9<?PNNT?)" ( )/J.! -*!(-& / ().?
)>

<?9
	<
??D .?E '/ ) ..$)'*'*)*(4?*)*)>
-)?

<??OWWR? .-/ .J--*->(*/$*)< .*))/# 	0()-$)<
 2*-&<0/)(?

<??OWWW?#   '$)"*!#/	++ ).>*4)(*/$*)$)/# 
&$)"*!*).$*0.) ..<-')*<	-*0-/- )*?
<??OWWN?)
)/-*0/$*)/*/. 4./ (.*'0( 
< $)"<
$.*)@ .' 4?

<?PNNP?
)/ -1 )/$*) /#**'*"$ .$))" ( )/ . -#?
*)! - ) ?/*&#*'(?

<?OWWU?-'' '-* .. .$)-")$./$*)'*).0'/$)"?-$/$.# ./'/
*0-)'<T<OOR?

<?PNOQ?"$' -/$ .!*-/ -!''-*% /.<')//$*)<?*..
0'$.#$)"?

<??9<?OWVS?)" ( )/
)!*-(/$*)4./ (.@*) +/0'
*0)/$*).< /#*.) 1 '*+( )/< 2*-&<-2@	$''?
<?OWUV?# .4#*')'4.$.*!-")$5/$*).>.4#*)'4/$
++-*#/* #1$*0-$)-*0+.)-")$5/$*).<*)*)<*0/' " ?
<???<?OWUR?
)/-*0/$*)/*-*0+- /( )/$).4#$/-4<
*)*)<0// -2*-/#?
<?9	<?	?OWWN?$& -*' (.<$"#/ *0.*'0/$*).>
/'*"0 *!* -)*!/2- )"$)  -$)"-$"(.<)"' 2**'$!!.<
*0-)- ..?
<?OWUW?/-0/0- )'4.$.)4./ (.+ $!$/$*)<)"' 2**
'$!!.<- )/$ 	''?

<?<<?<
<?<<?<<?<<??9
<?OWVW?*(+0/$)".$.$+'$) >$)' *-/*!/# .&*- *)/# 
*- *!*(+0/ -$ ) ?*((0)$/$*).*!/# <QP<W?

<??OWUV?#  . -#/># *- /$'
)/-*0/$*)/**$*'*"$'
 /#*.< 2*-&<-2	$''?

<??OWWR?# -/)*'$/$.*!
)/ -+- //$*)?
)>
<?9

<?D .?E	)**&*!0'$//$1  . -#?#*0.)&.>" ?
  $'$*"-+#4 
" QPP

<??PNNV? ''$)"# (#/# 4)*2?# *0-)'*!++'$ 
 #1$*-'$ ) <RR<QRV?

<??9
<??OWUS?#  #1$*0-'$ *!
?0.$) ..
-*' (.<OQ<SW?

<?PNNU?# -$)#/#)" .
/. '!<*)*)< )"0$)?
<?OWWV?# - '0. .*!+-*% /.0 ..)!$'0- ?-*% /)" -
*4?
<	?OWWT?# *'$/$.*!$.&>-$'.)-$0'/$*).*!/# 0-0.
-*% /?*0-)'*!
)!*-(/$*) #)*'*"4<OO<QRU?
<?PNNU?"$)./- 0>-$/$./'&&</)!*-</)!*-
)$1 -.$/4- ..?


<??<<?<	
<	??9J<?PNOS?-).0 .. .
)!$'0- $)
>-$1/ )+0'$. /*-.?
)!*-(/$*)4./ (.-*)/$ -.<OU<
OO?


<??<<?<<?<	
<	??<<??<
<?<<?<
	<??9
<??PNOS?
 . -#*)$)!*-(/$*).4./ (.!$'0- .).0 .. .>//0.0+/ )
!0/0- $- /$*).?
)!*-(/$*)4./ (.-*)/$ -.<OU<ORQ?
<?OWVV?
)!*-(/$*))" ( )/># /-/ "$$( ).$*)<3!*-<
3!*-)$1 -.$/4- ..?
	<?9<?OWVU?# *'' /$1 - .*0- ++-*#/*.4./ (. .$")?
)>
<?<	<?9<?D .?E*(+0/ -.) (*-4?' -.#*/>
1 0-4?

<?OWWT?.4#*)'4.$.*4>
(+'$/$*).!*-*-")$./$*)'
++'$/$*).?-  ..*$/$*).<T<OUR?

<?PNNW?#/*0*)J/)*2*0)*2< 2*-&</# -- ..?

<?PNOO?# ) 20)*).$*0.>*+ )$)"2$ -+ -.+ /$1 .*).*$ /4?
*$*@)'4.$.<OQ<OQ?
<?PNOQ?*+()" ( )/.0++*-/$)(0'/$@+-*% / )1$-*)( )/.>)
$)@+-/$ 1$ 2?0-*+ )*0-)'*!
)!*-(/$*)4./ (.<PP<PUV?
<?9	
	<?OWWR?( -"$)"-$ /$ .*!/$*) . -#?	0()
 '/$*).<RT<OPO?
  $'$*"-+#4 
" QPQ

<?9<??PNOP?) -./)$)"/# *)/ 3/*!-" @' 

-*% /$'0- .?
)/ -)/$*)'*0-)'*!
)!*-(/$*) #)*'*"$ .)4./ (.
++-*#<S<O?
<?9
<?OWTS?# 0.' 3/0- *!-")$5/$*)')1$-*)( )/.?

)>
<?<<	?9
<?D .?E# *$')"" ( )/*!*$'
$ ) >1$./*&)/#*'*"4?.#$)"/*)>)$1 -.$/4*! )).4'1)$- ..?

@	<?PNNQ?*!/2-  1 '*+( )/!$'0- .>)/*(4*!
)*) +-*% /.<(-$" <# 
- ..?

<?@??<<?9
	<?PNNU?./ -$)"/# -/*!
*--**-/$*)>*) +/0')'4.$.*!$)!*-(/$*)..0-) )*-+*-/ 
./-/ "4'$")( )/?*0-)'*!)/ -+-$. 
)!*-(/$*))" ( )/<PN<WT?

<?PNNQ?
(+' ( )//$*)*!
)$1 -.$/4J. ($
)" ( )/4./ (?$)/*
<OV<OT?

<?OWUN?0'$//$1  /#**'*"4<#$"*<-&#(?


<?OWVW?)
)/-*0/$*)/*
)!*-(/$*))"$)  -$)">-*(
/-/ "$'))$)"/*
)!*-(/$*)4./ (.< $)"<$.*)@ .' 4?
<??OWWW? /#$)&$)"/# $!/#$.$+'$) <' -)$)"2$/#$)/# 
0)&)*2' <*)*)<*0/' " ?
<?9<?	?OWWR?
)/ -1$ 2$)"># -/*!.$ ) ?
)>
<?
9
<?D .?E	)**&*!0'$//$1  . -#?#*0.)&.>" ?
<?9<?	?PNNN?# 
)/ -1$ 2@!-*(./-0/0- ,0 ./$*)./*
) "*/$/ / 3/?
)>
<?9
<?D .?E	)**&*!0'$//$1 
 . -#?P) ?#*0.)&.>" ?

<?9	<?PNOS?-")$5/$*)''$).+*/.>+'$//$)"<'( )
$ '$5/$*)$)/# /$*)'	 '/# -1$ ?	0() '/$*).<TV<RRO?
<??9	<?PNON? .$")/#-*0"#
$'*"0 <#$# ./ -<*#)$' 4)*).?
<?PNOQ?	*22 !  '<*)*)<-).2*-'0'$.# -.?
	<?PNNO?K "/$1 +$'$/4K>()"$)"/# *)!0.$)"0) -/)/$ .*!
#)" ?*0-)'*!-")$5/$*)'#)" )" ( )/<OR<RVN?
	<?9
<?PNNN? -)$)"//# " . /2  ))*2$)")
*/@)*2$)">J-).'/$)"J$*)?-")$./$*)'9*$'4)($.<O<SR?
	<?9
<?PNOS?// )/$*)<**+ -/$*)<0-+*. ?)++-*#
/*2*-&$)"$)"-*0+.0.$)"$).$"#/.!-*($'!- $*)<*)*)<-)?
  $'$*"-+#4 
" QPR
<?OWQT?# "*)/#  #)$.(.*! ! ) < 2*-&<

)/ -)/$*)')$1 -.$/$ .- ..?
<?PNNS?# .. )/$'.*!.4#*@)'4.$.<*)*)<$)/" ?
<?OVWQ?)/# +.4#$'( #)$.(*!#4./ -$'+# )*( )>' /0- ?

)>	<?D ?E# /)-$/$*)*!/# *(+' / .4#*'*"$'*-&.
*!$"(0)- 0?*)*)>	*"-/#?
<?OWNN?# 
)/ -+- //$*)*!- (.?
)>	<?D ?E# 
/)-$/$*)*!/# *(+' / .4#*'*"$'*-&.*!$"(0)- 0?
*)*)>	*"-/#?
<?OWON?# !0/0- +-*.+ /.*!+.4#*)'4/$/# -+4?
)>	<?
D ?E# /)-$/$*)*!/# *(+' / .4#*'*"$'*-&.*!$"(0)
- 0?*)*)>	*"-/#?
<?OWOO?*-(0'/$*).*)/# /2*+-$)$+' .*!( )/'!0)/$*)$)"?
)>
	<?D ?E# /)-$/$*)*!/# *(+' / .4#*'*"$'*-&.*!
$"(0)- 0?*)*)>	*"-/#?
<?OWOO?.4#*@)'4/$)*/ .*))0/*$*"-+#$'*0)/*!. 
*!+-)*$?
)>	<?D ?E# /)-$/$*)*!/# *(+' / 
.4#*'*"$'*-&.*!$"(0)- 0?*)*)>	*"-/#?
<?OWOQ?*/ ()**<*)*)<	*"-/#?
<?OWOS? +- ..$*)?
)>	<?D ?E# /)-$/$*)*!/# 
*(+' / .4#*'*"$'*-&.*!$"(0)- 0?*)*)>	*"-/#?
<?OWOU? ) -'# *-4*!/#  0-*. .?
)/-*0/*-4 /0- .*)
.4#*)'4.$.?	-(*).2*-/#> )"0$)?
<?OWPO?-*0+.4#*'*"4)/# )'4.$.*!/# "*<	-(*).2*-/#<
 )"0$)?
<?OWPR? 0-*.$.).4#*.$.?
)>	<?D ?E# /)-
$/$*)*!/# *(+' / .4#*'*"$'*-&.*!$"(0)- 0?*)*)>
	*"-/#?
<?OWPT?# 0 ./$*)*!4)'4.$.?
)>	<?D ?E# 
/)-$/$*)*!/# *(+' / .4#*'*"$'*-&.*!$"(0)- 0?
*)*)>	*"-/#?
<?OWQQ?)3$ /4)
)./$)/0'$! ? 2
)/-*0/*-4 /0- .*)
.4#*)'4.$.?	-(*).2*-/#> )"0$)?

<?9<?OWVW?*(+0/ -4./ (. 1 '*+( )/>	$./*-4<
-")$5/$*))
(+' ( )//$*)<#$# ./ -<$' 4?
  $'$*"-+#4 
" QPS
<??PNOO?*./$)-).($..$*)>/0$ .*!-0(-*..
 ) -/$*).<*)*)<-)?
<??PNNQ?*3$(*/$*)./*-&<*./*)<	-1-0.$) ..#**'
- ..?

<?OWWW?-")$5/$*).$) +/#<*)*)<" ?

<?<
<?9
<?PNNN?-")$5$)")-")$5/$*).<
*)*)<" ?
<?9<?OWUW?/-0/0- 4./ (.)'4.$.>**'.) #)$,0 .<
)"' 2**'$!!.<- )/$ 	''?

<??PNNO?4)/# .$.$)". - )/ - ) .$") - )/ - 

 1 '*+( )/++-*# ..$)" ) -'4./ (.# *-4?
)!*-(/$*)4./ (.
-*)/$ -.<Q<ONU?

<??9<?OWVS?-*% /$1 
 )/$!$/$*)$)/# *).0'/$)"
 '/$*).#$+>3+'*-$)"/# )*).$*0.$( ).$*).*!'$ )/4./ (?	0()
 '/$*).<QV<OOSW?

<??9	<?OWWT?  +$( >--/$1 )
(() ) $)
-")$5/$*)'*).0'/$)"?#$' '+#$>?
<?OWVP?/*+/# '$! @4' <
2)//*" /*!!?*!/2- )"$)  -$)"
*/ .<U<QS?
<??9<??OWTU?# $.*1 -4*!-*0) # *-4>
/-/ "$ .!*-0'$//$1  . -#<#$"*<'$) ?
<?9
<?OWWP? *($)"0'$//$1  . -# -.>)

)/-*0/$*)<#$/ '$).<*)"()?
	<?9
<?OWVP?)"0" /$*)$ 2*!
)!*-(/$*)
4./ (.?
)>
<?9<?< .?-*  $)".*!/# #$-
)/ -)'$*)'
*)! - ) *)
)!*-(/$*)4./ (.<OWVP))-*-?
?

<?OWVO?/04*! -4(''-*0+.?
)>	
<?D ?E*

- $./0-/# )$1 -. B 2*-&>-*).*)9-)+?
<?<
<?9<?PNNO?# 4./ (..4#*4)($.*!
-")$5/$*).<*)*)<-)?
<??<<?9
	<??OWWW?# .4./ (.+.4#*4)($.*!
%*$)/1 )/0- >)3$ /4<.*$' ! ). .<)/# ()" ( )/*!(0/0'
 + ) ) ?	0() '/$*).<SP<PT?
  $'$*"-+#4 
" QPT
<??<	<??9	<
?OWWR?-/$$+/*-4/$*)
- . -#.-* ..)*'?	0() '/$*).<RT<OUS?


	<??9	<??PNNO? 4*).*$*@/ #)$'.4./ (.?
*0-)'*!)"$)  -$)") #)*'*"4)" ( )/<OV<PNO?

<??PNNQ?
)/-*0/$*)>$*)</# 1$"/*-*!/#   +)
*-(' ..
)!$)$/ ?
)>
<??9
<?D .?E0$'$)"*)$*)>
-)# .?*)*)> ..$$)".' 40'$.# -.?

<??PNNQ?
)/-*0/$*)>-'4$*)?
)>??
9
<?
D .?E0$'$)"*)$*)>**/.?*)*)> ..$$)".' 40'$.# -.?
<?9
<?OWWV?*(+ /$)"+-$"(.$),0'$//$1 - . -#?
)>

<?9
<?D .?E# ).+ *!0'$//$1  . -#?
#*0.)&.>" ?
<??OWWN?# -$"($'*"<#*0.)&.<" ?
	<?OWUV?)*2' " )	0()
)/ - ./.<*)*)<	 $) ())?
	<?OWVR?# *-4*!*((0)$/$1 /$*)?*'0( 
> .*))/# 
/$*)'$5/$*)*!*$ /4<*./*)< *)- ..?
	
<?OWSR?-*0+4)($.$)/# 
)0./-$'$/0/$*)?
)>	<
?<
<?9<??D .?E
)0./-$'*)!'$/? 2*-&>-2	$''?
	<?OWWQ?. /04 /#*.< 20-4-&<" ?
	<?9	<?OWVS?  )"$)  -$)"/# *-+*-/$*)>)$! ./*!*-
0.$) .. 1*'0/$*)< 2*-&<	-+ -*''$).?
	
<?PNNO?)J.. ($)-*))3$ /4>)$)/-*0/$*)< 2*-&</# -
- ..?
	
<?<<	?9<?PNOR?#*$.J/# ($' ()" -JB	0()
 '/$*).<TU<OPOQ?
		<?OWWV?) ) ..) @) ..$)B
)>
<?<
<?9

<??D .?E$*)J. "4/*-*0+.?*)*)>-)?
	<?9<??PNNR?1$./*&-$( -

?
)><?
9
<??D .?E-*0+4)($.<-")$5/$*)'
--/$*)'$/4<)*$'
*(+' 3$/4>-*0+ '/$*).  -Q?0+$/ ->??$ 
)./$/0/ ?
	@
<?PNNU? #$)*-&#*$ .>#*2*) *(+)4#)" 
0./-'$J.$)0./-$'- '/$*).<	 $'  -"<	 $'  -"- ..?
  $'$*"-+#4 
" QPU
	<?9<?OWUS?#  .$")*!*(+0/ -.4./ (.>()J.
1$.$*)*!().)$)/ "-'+-/*!/# .4./ ( .$")+-* ..?
)><?
9<	?D .?E	0()#*$ )*(+0/ -.?(./ -(>*-/#@
	*'')?
	<??9<?OWWQ?/-/ "$'$")( )/> 1 -"$)"

)!*-(/$*) #)*'*"4!*--).!*-($)"-")$./$*).?
4./ (*0-)'<
QP<RUP?
	
	<??OWWO?$/$*)-4*!' $)$)#*0"#/<*)*)<-  
..*$/$*)**&.?
	
	<??PNNQ?-*0+ )/'$/4)J	1$)"$)J?
)>
<?
?9
<?D .?E0$'$)"*)$*)>**/.?*)*)> ..$$)".' 4
0'$.# -.?
	
	<??9<?PNNN?. -1$)"-")$./$*).<*)*)<
*0/' " ?
	
<??9<??OWWT?# #$ )$)1 ./( )/.$)$)!*-(/$*)
/ #)*'*"4># -*' *!*-")$./$*)'*)/ 3/).4./ ( + ) )4?

)/ -)/$*)'*0-)'*!
)!*-(/$*))" ( )/<OT<ROQ?
	
		
<?<
<	??9
<?OWWS?
)!*-(/$*)4./ (.
 1 '*+( )/)/* ''$)"<(-$" <(-$" )$1 -.$/4- ..?
	
		<?OWVV?# *-&+' $/#$)>.4#*4)($.*!
-")$5/$*)'$! <(-$" <..#0. //.<# 
- ..?
	
		<?OWWO?)"$)"$)/#  2 ()1$-*)( )/< $)"<
$.*)@ .' 4?
	
		<?9
<??OWWP?#  2*0)-$ .*!/# 
K*0)-4' ..K*(+)4?	-1-0.$) .. 1$ 2<UN<ONR?
	<?9	<?PNON?"$'$/4$)$)!*-(/$*).4./ (.> )'$)"
+$'$/$ .!*-/# 
!0)/$*)<..*$/$*)!*-
)!*-(/$*)4./ (.?
	<?PNOS?+.4#*@.*$'+ -.+ /$1 *).*$' ! ) .?
)>
<?9
<?D .?E*$' ! ) ."$)./)3$ /4<
3+'*-/$*).$)-$"(?*)*)>-)?
	<?PNNT?# *- /$')*) +/0'*/ .*) -)$)"-).! - ) 
)*0)/ -/-).! - ) -* .. .$)-*0+.)4-*0+.<)/# *$'
)*).$*0..>-/O?-*0+)'4.$.<QW<SRW?
	<?9
<?PNNR?#/ 4 -)!-*(/# *$'#+$)"
*! #)*'*"4++-*#?
)>
<?9
<?D .?E*$'# *-4
)#$'*.*+#4!*-
)!*-(/$*)4./ (.?#$# ./ ->*#)$' 49*).?
  $'$*"-+#4 
" QPV

<?OWRV?)/# )/0- )!0)/$*)*!+#)/.4?
)/ -)/$*)'*0-)'*!
.4#*)'4.$.<PW<UQ?

C@OUT?PNNS?0'$/4)" ( )/-$)$+' .F)'$) G? ) 1 >
?
1$'' >#//+>CC222?$.*?*-"C$.*C,(+IPNOP?+!F .. NUCNWCPNOSG?

C@OUT?PNOS?
WNNO 1$.$*)PNOSF)'$) G? ) 1 >
?1$'' >
#//+>CC222?$.*?*-"C$.*C#*( C./)-.C()" ( )/@
./)-.C$.*IWNNNC$.*WNNOI- 1$.$*)?#/(F .. NUCNWCPNOSG?

C@OUTCP?PNNV?
WNNO>PNNV@0'$/4)" ( )/F)'$) G? ) 1 >

?1$'' >#//+>CC222?$.*?*-"C$.*C#*( C./)-.C()" ( )/@
./)-.C$.*IWNNN?#/(F .. NUCNWCPNOSG?
<?<<	?9<?PNOS?$'0- *!
'-" /-).!*-(/$*)+-*% /.!-*(/# 1$ 2+*$)/*!*(+' 3+/$1 .4./ (.>
)" ( )/+-$)$+' .!*- '$)"2$/#+-*% /4)($.?
)!*-(/$*)4./ (.
-*)/$ -.<OU<OS?
<?OWSO?*-&$)"/#-*0"#
)0./-$'*)!'$/>/#  -1$  +-/( )//
/# '$ - /'*(+)4?
)>
<?9<	?D .?E# *$'
)"" ( )/*!*$'$ ) ?*'0( O># *$'.4#*'*"$' -.+ /$1 ?
*)*)>-  ..*$/$*)**&.?
<?OWSS?*$'.4./ (.. ! ) "$)./+ -. 0/*-4) +- ..$1 
)3$ /4?
)>
<?<	
<?9@<??D .?E 2$- /$*).
$)+.4#*)'4.$.? 2*-&>.$**&.?
<?OWVW? ,0$.$/ -")$5/$*)<-'$)"/*)<-.*)	''?
<?OWWS?#4/# +.4#*)'4/$'++-*#/*0) -./)$)"
*-")$5/$*).$.4.!0)/$*)'?	0() '/$*).<RV<QRQ?
<?PNNS?*0)$'.1*$ *) -)*1 -HHHHH+-$1/$./$*)F)'$) G?
4) 4>)'$) ?1$'' >
#//+>CC222??) /?HHC+(C*)/ )/CPNNSC.OROQTUN?#/(F .. QOCNV
PNOSG?ONV
	<?9<?PNNN?) -./)$)"()" ( )/- . -#<
*)*)<" ?
	<?OWVU?-*% /$1 $ )/$!$/$*)=.*( '$)$'.+ /.?
)>

<
??D ?E ')$ ' $)*4*'0( 
>$)'4# *-4?*)*)>*0/' " ?
<??<
	<??9
<?	?OWWO? . -# /#*.$)*$'
 '/$*).<*-/*-/#<	-*0-/- *1)*1$#*'' " 0'$.# -.?

ONV- ! - ) '/ - /*($)/$) . -#@Host’s anonymity
  $'$*"-+#4 
" QPW
<?OWVO?
)!*-(/$*)4./ (.)-")$5/$*)'#)" ?
*((0)$/$*).*!/# <PR<PR?

<?9<?PNNN?0//$)"*0-*.. .>3/-$/$*)"*0-
-")$5/$*)# )$"-*% /* .2-4?'*))" ( )/ 1$ 2<RO<SS?
<??9<??PNNV?# 	*-' )/'	 '/#0-1 4.>
'*' -.+ /$1 .*)/# +$ ($*'*"4*! )/'$.*- -.<(-$" <
(-$" )$1 -.$/4- ..?
	<?PNNQ?
/*.-+LRU(.*!/2- .4./ (F)'$) G? '*0-) >
# " ?1$'' >
222?/# " ?*(?0C-/$' .CPNNQCNPCPUCONRTNTROTRVUW?#/('F .. 
NVCNRCPNOSG?

OWWO?-")$./$*).*)/# *0#>'$)$' -.+ /$1 .*)
-")$./$*)' #1$*0-)#)" <)-)$.*<*.. 4@..?

<???9
<?OWWN?#  0-*/$-")$5/$*)<)
-)$.*<*.. 4@..?

		<?9<??OWWT?*!/2- 0'$/4># '0.$1 -" /?

*!/2- <OQ<OP?
<?9<??PNON?. -- .$./)  / -($))/.)/# 
+.4#*'*"$'*)/-/$) )/ -+-$. .4./ ($(+' ( )//$*).?0-*+ )*0-)'
*!
)!*-(/$*)4./ (.<OW<TPS?

<?OWRT?*/ .*).*( #$5*$ #)$.(.?
)/ -)/$*)'*0-)'*!
.4#*@)'4.$.<PU<WW?

<?OWSP?*( # *- /$'*)'0.$*). "-$)"/# (*/$*)'$! *!
/# 
)!)/?
)>

<?D ?E 1 '*+( )/.$).4#*@)'4.$.?*)*)># 
	*"-/#- ..?

<?OWSS?)
 )/$!$/$*)?
)>
<?<	
<?9N<
?D .?E 2$- /$*).$).4#*@)'4.$.?*)*)>1$./*&0'$/$*).?

<?OWSW?0-0'/*-')$/.**/.$)
)!)4?	0() '/$*).<OP<
PWO?

<?OWUS?*1 <0$'/) +-/$*))/# -*-&.< 2*-&<-  
- ..?

<?OWWO?# /04*!)14)-/$/0 
)>
	<?D ?E# 
. ' /  ')$ ' $)?	-(*).2*-/#> )"0$)?

<?OWWU?)14)-/$/0 )/# -*-&.OWRT@OWTQ<*)*)<
$)/" ?
  $'$*"-+#4 
" QQN
	<?PNNR?$&  *0).>	*2D)#4E$&  *1 - !-*(
/.0++'4
#$)$../ -F)'$) G?
"5$)?1$'' >
222?$*?*(C-/$' CQPQQRC$& I *0).I	*2I)I#4I$& I *1 - I!-
*(I
/.I0++'4I#$)I$../ -F .. PNCNWCPONOQG?
	<?PNNU?# )#$)".	++ )/***-*% /.F)'$) G?

"5$) ?1$'' >
222?$*?*(C-/$' CONOSNSC# )II#$)".I	++ )I/*I**I-*% /.
F .. PNCNWCPNOQG?
<??9	
<??PNNV?#**.$)"/-/ "$ .!*-#)" ?
	-1-0.$) .. 1$ 2<VT<OQN?
<??PNNT?- 0< 2*-&<	-+ -*''$).?
<?OWWV?)3$ /4)/#  2- -?
)>
<??<
<?9
	<?D .?E# .4#*4)($.*!  -.#$+?*)) /$0/>.4#*'*"$'
- ..?
<?PNOO?-")$5/$*)'# *-4?
))0'  /$)"? '*0-) >

?
<?9
<??OWWN?# +'$//$)"*! - -.#$+))" ( )/
.*$' ! ). ?	0() '/$*).<RQ<OVQ?
<?OWUS?# -" -*0+>4)($.)/# -+4<*)*)<-)?

<?OWSP?.4#*)'4/$3+*-/$*)*!-/< 2*-&<
)/ -)/$*)'
)$1 -.$/$ .- ..?
<?OWWW?(+'$)"$),0'$//$1 $),0$-4?
)><?9
<?
D .?E*$)",0'$//$1 - . -#?P) ?#*0.)&.>" ?
<?PNNQ?# +.4#*)'4/$'$)/ -1$ 2.$).+$-/$*)!*-,0'$//$1 
- . -#
)>
<??<	<??9<?D .?E0'$//$1 
- . -#$)+.4#*'*"4>3+)$)"+ -.+ /$1 .$)( /#**'*"4) .$")?
.#$)"/*)>( -$).4#*'*"$'..*$/$*)?
<?9
<?PNNW?
)/ -1$ 2.< -)$)"/# -!/*!0'$//$1 
 . -#
)/ -1$ 2$)"<#*0.)&.<" ?
<?OWVT?# -*/*/4+$)" /#**'*"4<)"' 2**'$!!.<- )/$ 	''?
	<?9
<??OWUQ?# )"0" *!.4#*)'4.$.< 2
*-&<??*-/*)?
<?PNNU?#/1 -4)"$)  -#*0')*2*0/*!/2- 
)"$)  -$)"<*/*)<- ..?
  $'$*"-+#4 
" QQO

<?9
<?PNNS?0'/$' 1 '* '*! .$./) /*
)!*-(/$*)
 #)*'*"4
(+' ( )//$*)?
0-/ -'4<PW<RTO?
<?9	<?PNOP?#4*+ *+' - % // #)*'*"$ .>- 1$ 2
*!0.  -- .$./) /# *-$ .?
)>

<??<<??9	<?
?D .?E
)!*-(/$*)4./ (.# *-4? 2*-&>+-$)" -?
<??OWVS?)" ( )/ 1 '*pment … some ideals, images and 
- '$/$ .?
)><??9<?	?D .?E-*0+ '/$*).  -P?
.#$)"/*)>??$ 
)./$/0/ ?
<??OWVT?.4#*@)'4/$ -.+ /$1 !*-) -./)$)"
-")$5/$*)'$! ?
)>		<??<<?	?<	<??9
<??D .?E# )/# 2$)  /?''#>?	?#  ' -9*?
<??OWWO?*)!-*(/# *$)*-(' ..
)!$)$/ >3+ -$ ) .
$)*$'- ($)"?-  ..*$/$*).<P<PSW?
<??OWWR?# *'$/$.*!'1/$*)) 1 '/$*)$)/# -/$ 
*!*).0'/)4?
)><?<<?<<?<<?<<?
9<?D .?E#/& .*).0'/)4*-&?*)*)>*0/#)&)$1 -.$/4
- ..?
<??OWWW? )/ -$)"/# +#$)3!*-/# .4#*)'4/$/04*!
-")$./$*).?*$*@)'4.$.<O<OPP?
<??PNNS?*/'$/-$)// .*!$)$)
)./$/0/$*).F)'$) G?
*)*)># 	0()/0-  1$ 2?1$'' >#//+>CC222?#0()@
)/0- ?*(C"-*0+C#+P?#/('F .. NQOOPNOSG?
<??<
<?9<?OWWT?# !$!/#.$..0(+/$*)?-  
..*$/$*).<T<PV?
<?OVWS?# -*2>/04*!/# *+0'-$)< 2*-&<$&$)"
- ..?
<?9<?OWWS?)!*- "$)) -.<(-$" <
*)**&.?
<?PNNU?-$) ..*).F)'$) G?1$'' >
#//+>CC222?.'/ ?*(C-/$' .C'$! C-$).CPNNUCNRC-$)I' ..*).?#/('
F .. POCNOCPNOTG?

<?PNOO?"$' *!/2-  ,0$- ( )/.@' )- ,0$- ( )/.
+-/$ .!*-/ (.<+-*"-(.<)/#  )/ -+-$. <*./*)< -.*)0/$*)?

@
<?PNNN?0/$*)>*"$'-$/ -$*)!*--*"-(( )
-*% /1'0/$*)?1'0/$*)<T<ROS?
  $'$*"-+#4 
" QQP

<	?OWUP?
)/-*0$)"/# /04?
)>
<	?<

<?9
	<??D .?E-")$5/$*)'$")*.$.?(-$" >	-1-)$1 -.$/4
- ..?

<?OWRT?/$*) . -#)$)*-$/4-*' (.?*0-)'*!*$'
..0 .<
P<QR?

<??9
<?PNNQ?0$'$)"*)$*)>-)# .<*)*)< ..$
$).' 40'$.# -.?

<??9
<?PNNQ?0$'$)"*)$*)>**/.<*)*)< ..$
$).' 40'$.# -.?

<???<	<??<
<?9
<??PNNW?#  "/$1 
(+/*!
*)!'$/*)/# 
)!*-(/$*)4./ (. 1 '*+( )/-* ..<-*0/)-*% /?
# *0-)'*!*(+0/ -
)!*-(/$*)4./ (.<RW<WV?
	<?9<??PNNT?# *).0'/)/ /2  )/# $) .*!$- ># 
4()$.*!-0./<$./-0./9*)/$)( )/$)-")$./$*).?-")$./$*)'9
*$'4)($.<T<RP?
<?OWWW?/$*)- . -#<+-/$$+/*-4/$*)- . -#)/$*)' -)$)"
$)*-")$5/$*).?
)>
<?D ?E-")$5/$*).$) +/#?*)*)>" ?
<?PNNT?-")$./$*)' ! ). ."$)./)3$ /4>#/#.#++ ) 
.$) /# OWSS,0 .++ -B
)/ -)/$*)'*0-)'*!++'$ .4#*)'4/$
/0$ .<Q<PUW?
<?PNOQ?*$*)'4/$ /#*.>$.*1 -$)"/# #$ )$)*-")$./$*)'
).*$'.4./ (.<*)*)<-)?
<?9	<?PNOQ?# ..*$/$1 )*).$*0.?
)><?D ?E
*$*)'4/$ /#*.>$.*1 -$)"/# #$ )$)*-")$./$*).).*$'
.4./ (.?*)*)>-)?
<?<<?9	<?PNNT?*' $'*"0 >-")$5/$*)'*' 
)'4.$.2$/#+$-.!-*(/# .( *-")$5/$*)?
)><?<<?9

<?D .?E*#$)"$) +/#>/# -")$5/$*)'*' )'4.$.++-*#?
*)*)>-)?
<?<<??9
	<?PNNN?
)/# - . ) *!/# /# ->
 1 '*+$)"*-&$)" '/$*).!*--")$5/$*)' -)$)"?
)>
<?<

<?9	<?D .?E4)($*).0'//$*)*)#)"$)"
*-&+' ?$.*)>.4#*.*$'- ..?
<?PNNN?.. ..$)"0.$) ..@
'$")( )//0-$/4?*((0)$/$*).
*!/# ..*$/$*)!*-
)!*-(/$*)4./ (.<R?
  $'$*"-+#4 
" QQQ
<?PNNQ?.. ..$)"
C0.$) ..'$")( )/
)!*-(/$*)4./ (.
)" ( )/<PN<W?
<?9
	<?PNNU?)+/ *)0.$) ..@
'$")( )/>K
$) K#.  )-2)?
0-/ -'43 0/$1 <T<OTS?
	<?OWVU?*$' 4./ ( <-)&!0-/<0#-&(+?
	<??PNOS?# )3$*0.( -$).?#  2*-&$( .<
OVCNUCPNOS?


<??PNON?0.$) ..)
'$")( )/?#< &$))$1 -.$/4?


<??9
<?PNNS?# *' *!/& #*' -) -./)$)"$)
'$")$)"
2$/#0.$) ..% /$1 .?
)><?<
<?<
<?<


<??<<?<
<??9

<?D .?E
PNNS?
*-*)) <-$.>)$1 -.$/4*! 2*0/#' .- ..?

<?OWVV?/& #*' -.<$)!*-(/$*).4./ (!$'0- .).*!/.4./ (
( /#**'*"4>).. ..( )/?*0-)'*!++'$ 4./ (.)'4.$.<OS<TO?

<?OWWP?
)!*-(/$*)4./ (.)-$/$'# *-4?
)><?
9
<	?D .?E-$/$')" ( )//0$ .?" >*)*)?

<?9	
		
<?OWVU?
)!*-(/$*)$'0- .—0-1 4)
'..$!$/$*)*!/# (+$-$'$/ -/0- ?
)><?
?D ?E3!*-
0-1 4.$)
)!*-(/$*) #)*'*"4<1*'R?3!*->3!*-)$1 -.$/4- ..?

<?9<?PNNV?3+'$)$)"$)!*-(/$*).4./ (.#)" >
+0)/0/ .*$*@/ #)$'#)" (* '?0-*+ )*0-)'*!
)!*-(/$*)
4./ (.<OU<SVW?

<?9<?OWWW? -)$)"$'0- .$)
)!*-(/$*)4./ (.
 1 '*+( )/?
)!*-(/$*)4./ (.*0-)'<W<VS?
<?	?OWWO?0.$) ../-/ "4< 1 '*+( )/<'$")( )/)
  .$")?
)><???D ?E# *-+*-/$*)*!/# OWWN.>
)!*-(/$*)
 #)*'*"4)-")$5/$*)-).!*-(/$*)? 2*-&>3!*-)$1 -.$/4
- ..?

<?OWUS?*( .4#*4)($.*!-" -*0+.?
)><?D ?E# 
-" -*0+>4)($.)/# -+4?*)*)>-)?

<?OWUU?# *) +/*!/# # -+ 0/$*((0)$/4>-$/$*).)
$$..$/0 .?-*0+)'4.$.<ON<O?
<??OWVQ?*2 -<+*'$/$.)
$(+' ( )/$*)?*((0)$/$*).*!
/# <PT?
  $'$*"-+#4 
" QQR
	<?9<?OWWS? .$")$)",0'$//$1 - . -#<#*0.)
&.<" ?
<?OWQQ?# #0()+-*' (.*!)$)0./-$'$1$'$./$*)< 2*-&<
($'')*(+)4?
<?9<?OWVR?	4+ -/0-0' ) )/# ( -" ) *!4+ 
)1$-*)( )/.? (4*!)" ( )/ 1$ 2<W<RTN?
<?OWPN?# -*0+$)<(-$" <(-$" )$1 -.$/4- ..?

<
???OWTN?. /04$)/# 0)/$*)$)"*!*$'4./ (..
 ! ) "$)./)3$ /4> +*-/*)/04*!/# 0-.$)" -1$ *! ) -'
	*.+$/'?	0() '/$*).<OQ<WS?

<
???OWUN?# 0)/$*)$)"*!*$'4./ (.. ! ) "$)./
)3$ /4?*)*)># 1$./*&
)./$/0/ *!	0() '/$*).?
<??PNOS?	*2) -0./0- . -#)-")$./$*)'
-3 .B-*+*. +$./ (*'*"4*!*$*)'4/$ /#**'*"$ .?
-")$./$*)')*$'4)($.<OS<PUW?

<?9	<??OWVR?0'$//$1 /)'4.$.>.*0- **&*!
) 2( /#*.< 20-4-&<" ?

<??9	<??OWWR?0'$//$1 /)'4.$.>)3+) 
*0- **&DP)?E<#*0.)&.<" ?

<??OWWN?3+ -$ )/$' -)$)"$)-*0+.
>#  1 '*+( )/*!/# 
 $ ./ -* '?
)>
<?9<	?D .?E# *$')"" ( )/*!
*$'$ ) >1$./*&)/#*'*"4?*)*)>-  ..*$/$*)**&.?

<??OWWQ?-*( + ) )4/*0/*)*(4>/0$ $)-")$5/$*))
#)" ?<*)*)<-  ..*$/$*)**&.?

<??OWWS?$'*"0 2$/#/# '$ )/.4./ (>. *!/# K2*-&$)")*/ K$)
*-")$5/$*)'*).0'/)4?*0-)'*!)" -$'.4#*'*"4<ON<PU?

<??OWWS?# 	 '/#4-")$5/$*)!*-/# OWWN.?
)><?D ?E

)/ -)/$*)' -.+ /$1 .*)-")$5/$*).$)$( .*!0-0' ) ? '*0-) >
2$)0-) - ..?

<??OWWU?!! /$)"-")$./$*)'#)" $)-" *(+' 34./ (.>
*''*-/$1 *).0'/)4++-*#?
)><??<<?9
@	<?D .?E 1 '*+$)"--")$./$*)'*).0'/)4?*)*)>
*0/' " ?

<??OWWV?- .$..0(+/$*).$)./$)/$1 B
)>?
<??
???D ?E$*)J. "4/*-*0+.?*)*)>-)?
  $'$*"-+#4 
" QQS

<??9
<??OWTU?4./ (.*!-")$5/$*)<*)*)<1$./*&
0'$/$*).?

<??9
<??OWWN?.&) )/$ )/4./ (.)/# $-*0)-4
*)/-*'.?
)>
<?9<	?D .?E# *$')"" ( )/*!*$'
$ ) >1$./*&)/#*'*"4?*)*)>-  ..*$/$*)- ..?

<?PNNO?*($)$)"
 . -# /#*.>*2-.'0-'$./
 /#**'*"4?
)!*-(/$*)4./ (. . -#<OP<PRN?


<?OWVW?0$ /*
)!*-(/$*))"$)  -$)"0.$)"
<')*< 3.

)./-0( )/.?

<?OWWT?*$'<-")$5/$*)')*'$/$'.+ /.*!
)!*-(/$*)
4./ (.$'0- .># *(+0/ -$5  . -1/$*)4./ (/- )#$'24.?
)>
	<??< ?-*  $)".*!/# R/#0-*+ )*)! - ) *)
)!*-(/$*)
4./ (.<OWWT$.*)?$/*"-!$(*-$(<OPOQ?
<?PNNT?
(" .*!-")$./$*).#*0.)&.<" ?
<?9

	<?OWVN?# . !*-,0'$//$1 - . -#? (4*!
)" ( )/ 1$ 2<S<RWO?
<?OWWS?!! /$1 4./ (. .$")) ,0$- ( )/.)'4.$.>/# 
	
( /#*<*)*)<($'')?
<?PNNN?*$*@ #)$'++-*#/*4./ (. .$")?
 ,0$- ( )/.)"$) -$)"<S<OPS?
<??PNNV?)$('.<0.$<).4#*)'4.$.?
)>	<?9<
??D .?E0'/0-'**>)$('.$)/# 	0()$))
/.0'$(/$*).?
$.*)>
)/ -)/$*)')$1 -.$/$ .- ..?
<??PNNU?
+-*% /()" ( )/>$)!(*0.!$'0- .<'..$($./& .<
) ./+-/$ .?
0-/ -'43 0/$1 <T<TU?
<?<<?9<??PNON?) (+$-$'./04*!
.!/*-*!
+-*0/$*)># . *! /@ )' 
.. /.?
)!*-(/$*)4./ (.-*)/$ -.<
OP<QPQ?
<?9<?OWWN?. -
)1*'1 ( )/.)
)/ -/$*)-* ..>
. /04?
)!*-(/$*)4./ (. . -#<O<VW?
<?9<?OWWP?.*$'+-* ..(* '*!0. -)'4./
- '/$*).#$+.?
0-/ -'4<OT<PRW?
<?9<	?PNNW?)'4/**)) />4./ (.+.4#*4)($.
)*((0)$/$1 .+ ?/$*) . -#<U<PWO?
  $'$*"-+#4 
" QQT
<??<<?9
<?PNNT?*#$)"$) +/#># 
-")$5/$*)'*' )'4.$.++-*#<*)*)<-)?
<?PNNU?4./ (..4#*4)($.)*).0'/$)"/*-")$./$*).$)
0./-'$?#<
)$1 -.$/4?
	<?OWWW?)"$)"/# )*).$*0./*-&?
)>	<?9

<?D .?E-*0+ '/$*).<)" ( )/)-")$5/$*)?3!*->3!*-
)$1 -.$/4- ..?
	<?9<??OWWR?# )*).$*0./*-&<*)*)<
*0/' " ?
<?	?OWVT?# /-$3*!/# $)>% / '/$*).)/# 
.4#*)'4/$$'*"0 <)#(<*2()9$//' !$ '0'$.# -.?
<?	?PNNR?)#*'$)")*)/$)$)"< $)")- ($)"?

)/ -)/$*)'*0-)'*!.4#*)'4.$.<VR<OQRW?


<??PNON?# .*$*(/ -$'$/4*!*-")$./$*)''$! >*).$ -$)"
/ #)*'*"4*(()" ( )/- . -#?(-$" *0-)'*!*)*($.<QR<OPS?


<??9
<??OWWO?/04$)"
)!*-(/$*) #)*'*"4$)
-")$5/$*).> . -#++-*# .)..0(+/$*).?
)!*-(/$*)4./ (.
 . -#<P<O?


<??9
<??PNNO? . -#*(( )/-4> .+ -/ '4
.  &$)"/# J
J$)
- . -#@''/*/# *-$.$)"/# 
-/$!/?
)!*-(/$*)
4./ (. . -#<OP<OPO?

<?PNOS?
).$ ?>J	J)J
	J./- )4
$) /!!$ 2- & "*1/2 .$/ .F)'$) G?*)*)>#  "$./ -?1$'' >
	//+>CC222?/# - "$./ -?*?0&CPNOSCNPCOVC/# I$).$ I./*-4I*!I"*10&CB+" ZO
F .. NQCNPCPNOSG?
<???<	<?9<??PNNV?
)!*-(/$*)4./ (.
$(+' ( )//$*)!$'0- >
).$"#/.!-*(+-$.(?
)/ -)/$*)'*0-)'*!
)!*-(/$*)
)" ( )/<PV<PSW?
<	??OWUR?#/#++ ) /	2/#*-) B$ ) <OVV<WPP?
<?PNNO?/$*) . -#$)/# *-&+' ># *$*@/ #)$'
 -.+ /$1 ?
)><?D ?E	)**&*!/$*) . -#?*)*)>" ?
<?PNNP?0'$//$1  . -#)1'0/$*) /#*.<#*0.)&.<
" ?
  $'$*"-+#4 
" QQU
<??<<??<
<?9	

<??D .?EOWWR?# 
+$'$/4/0-$/4* '>0$ '$) .!*-
(+-*1$)"/# *!/2- -* ..<
 $)">$.*)@ .' 4?
<?	??OWVQ? .$")$)")" -$')-*! ..$*)'*-&!*-	$"#
 -!*-() >*$*/ #)$'++-*#?/$*)'-*0/$1$/4 1$ 2<P<OPT?
<?PNNO?-$"$)"/# "+ /2  )/# 
*-")$5/$*))/# - ./*!
/# 0.$) ..>+'*//$)"-*0/ ?
)!*-(/$*)4./ (.*0-)'<OO<PRW?
<?9<?OWWW?J$)/# +J>$")*.$)"/# - '/$*).#$+
 /2  )/# 
*-")$./$*))/# - ./*!/# 0.$) ..?*0-)'*!/-/ "$

)!*-(/$*)4./ (.<V<PW?
	

<?PNOP?$..$)"0/<*)*)< )"0$)**&.?
	

<?PNNN?*)/ ./ )*2' " >"0$ /*-$/$'/# *-4<*)*)< 
**&.?

<?PNOR?'/-) /J.$"" ./*. -.F)'$) G? '*0-) ># " ?
1$'' >#//+>CC222?.(#?*(?0C$/@+-*C"*1 -)( )/@$/C0'/-) /.@@$"" ./@
'*. -.@PNOROOOP@OO'T#V?#/('F .. QNCOOCPNOSG?

<?PNOS?(*/$*)<(-$" <*'$/4- ..?

<?OWWU?(*/$*)' -/$"*> /2  ))3$ /4)' .0- <*)*)<
*0/' " ?
<?OWUV?# 4)($.*! '$"$*)@-* ..)*1 ( )/$)#-$./$)
#0-# .<*)*)<-/*)<*)"()9*?
<?OWWV?# *!/$*) -)$)"<*)*)< (*..9-) ?

<??OWTS? -)$)"!*-  -.#$+>$)/ -+ -.*)')$)/ -"-*0+
4)($.<*)*)<-)?

	<?OWWU?>-$1/$./$*)
..0 .F)'$) G?) -->-'$( )/
*!0./-'$?1$'' >
#//+>CC222?+#?"*1?0C.$/ *- C*)/ )/C	*( C*0/I-'$( )/C-'$( )/
-4I +-/( )/.C-'$( )/-4I$--4C0'$/$*).I-#$1 C
C
WTWUCW
U$VF .. QOCNVCPNOSG?ONW

	<?PNNV?# )/# ./
.- . )/<*./*)<#(#'0'$/$*).?

<?OWUN?- 0)#$'*.*+#4>)..4*)
)/ -+- //$*)< 2
	1 )<' )$1 -.$/4- ..?

ONW- ! - ) '/ - /*($)/$) . -#@Host’s anonymity
  $'$*"-+#4 
" QQV

<?OWSW?- 0>/# $)*!*-'$./< 2*-&<*0' 4?

	<?OWUT?# *-&*!$'!- $*)*)-*0+.?
)>
<?D ?E-*(
-*0+4)($./*-*0+.4#*/# -+4?.#$)"/*)>	 ($.+# - 0'$.#$)"
*-+*-/$*)?
<?PNNQ?
 )/$/4< "$/$(4)/# *($))/ . -#-$"(>)
'/ -)/$1 +- .-$+/$*)!*-/# 
$.$+'$) ?*0-)'*!/# ..*$/$*)!*-

)!*-(/$*)4./ (.R<QSP?
<?OWWT?  ..-4
''0.$*)>-/.$/) ..<$.*)<
)/ -)/$*)'
)$1 -.$/$ .- ..?
<?PNON?'0 $)"*-'2$ $1 -.$/4$)0-*+ )+$-$/> $)"(*- 
-$/$')*+ )?0-*+ )*0-)'*!
)!*-(/$*)4./ (.<OW<RWS?
ROY, B. 1992. Science de la décision ou science de l’aide à la décision Revue 
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